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PORE ORD

:This report presents the results of the first - years of the DIALTA project, a study

supported by. the National Sciene0 FoundatiOn, to investigate online-search in a public

library setting.. We haVe attempted to capture not only the formal evaluative material,

but also the very valuable Jyiformal comments expressed_br-rmiThcipants. (See

Appendix B. )

The report is given in three volumes;

Main Re)ort. The present vohnne describes the project, and mmarizes the

evaluation and publicity material given in the Annexes.

Annex I: Evaluation This Ansiex presents the detailed project evaluation prepared

by Applied Communication Research. It provides extensive statistical tables, and
detailed analyses of the results obtained.

Annex 2 : _PubIia. This Annex presentsthe publicity plan, evaluation material
pertinent to publicity, comments of participants regarding publicity, and many

examples of the publicity used.

Copies of the main report and the annexes are available frem Lockheed Information
Systems while the supply lasts, and thereafter from the National Technical

Information Service (NTIS) and ERIC;

*Grant 5I574-13972 ser Suppor t Program, Didsionof Science Infor:- ation, NSF.
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ABSTRACT

This report describes the first 2 years of an experiment that investigated the potential
of the public library as a ''linking agent" between the public and the many machine-
readable. data bases currently accessible via the telephene line using online terminals.
Four public libraries in Northern California, members of the Cooperative Information

Network (CIN), were the original participants in the study; four additional libraries

in other parts of the country were introduced in the middle of the second year.

The study investigated the following questions

o Is online search of use to the patrons of a public librai.
o What impact does such a System have on both the library and the on?

at conditions are required for successful use of online reference search

in the public library?
o What axe the financial and marketing aspects of such se ice?

The investigation was conducted by Lockheed Information Systems, and Lockheed
(k)

also providcx1 the DLA_LOG online search service. Evaluation was performed by

Applied Communication Research, a nonprofit behavioral research firm in Palo Alto
California. The project was reviewed by an Oversight Conunittee of five experts in
various spe-ialities of public librarianship, marketing, and information science.

Some general conclusions sugge led by the evaluation data

(1) The public library can be an effective channel through,which to previd

Online retrieval service, but libraries aze not all equally well suited 'to
prOvide such service.

(2) The allocation of reference service s_aff time is one of the most important
factors to be considered in planning an online yell service.

4
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To maintain search proficiency, online searchers must comp ete some

"critical mass of searches each month in each data base for which

proficiency is desired; the large number of different data bases makes it

difficult for an individual to maintain a thorough loiowledge of each data

base.

(4) The attitude of the head reference librarian toward online retrieval affects

the speed and efficiency with which searches are completed.

(5) Fee-for-service did not bring the problems that many librarians had

there is a segment of the public willing to pay for such search service and

fee collection is straightforward.

The provision of online seareh has done little in the short term to alter

the image of the public library in the commtmitT it services.

The original-2-year study was extended LO a third year to obtain evaluation data on

the impact of charging patrons for the full cost of online search senrice, as well as

to develop a more complete conceptual framework for the study. The present interim

report therefore only describes the first 2 years of the experiment; _the final report

will be available in.the Fall of 1977.

LOCKHEED F-ALO ALTO RESEARCH LABORATORY
LOCXHEED MI#S14f A SPACE COMPANY. 1NC;'
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Section 1
DESCRIPTION OF THE

It is now possible to perform online computer searches of large bibliographic data
bases ranging from one-quarter of a million to a million citations each. These data
bases span the spectrum frc science and technology to social sciences and business.

Several retrieval services such as the Lockheed DIALOG' system and the Systems

Development Corporation's ORBIT system.offer such service at rates ranging from
$35 -to $150 an hour, depending on the data base used-. In addition, the user must
'pay the communication cost (the cost of a direct telephone call to California or
approximately $10 an hour via a local Tymshare or Telenet port) and terminal rental
cost (approximately $150 a mOnth, including maintenance).

A decade ago, such online access to large bibliographic databases was restricted to

large governmental organizations that had the financial assets needed to prepare large
databases and to access them in an efficient manner. As a result of reduced computer
and communications costs, this access has been extended to industrial users and
universities at a reasonable cost through more than 15 services in the United State

-(Ref. 1). As yet, however, no extensive use of these services is made by the general
public. What is required, as shown schematically in Fig. 1-1, is a "linking agent'
bring together the data base resources and the general user public.

1.1 THE DIALIB STUDY

In late 1973,- Lockheed Lnfor ation Systems submitted a proposal to e National

Science Foundation to conduct a study to examine means by which the public library
could act as a l'Tking agent to the general public in providing online information

retrieval serviL

In 1974, the User Support Program of the Office of Science information Service,
National Science Foundation, established a grant to enable Lockheed Information

1-1

ii
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Systems to woik with the Cooperative Information Network (CIN) an information

cooperative in Northern California, to establish on e search services using the

DIALOG System see Appendix A) in four CooperatiVe Information Network public

libraries. The project is referred to as the DIALIB project. A nonprofit behavioral

research firm in Palo Alto, California, Applied Communication Research, Inc. (ACR),

was selected to perform an independent project evaluation.

The NSF grrnt summary was as follows;

The purpose of this project is to conduct an operational experiment to test
the feasibility, economic viability, and utility to users of using the existing
library, systems to provide public access to computerized (online) scientific
and technical information services (query, search, and retrieval) hereto-
fore unavailable and-inaccessible to either Lhe general public or the scien-
tist/engineer in smaller organizations; and to determine the impact of such
services on both libraries and service users. The project entails a two--
year-program to be carried out-in several libraries of the Cooperative
Information Network of San Mateo and Santa. Clara Counties in California.
The online retrieval capability, which will be provided by the Lockheed
DIALOG system, offers accebs to a wide range of engineering; science, ...
psychology, agriculture, and educational technology data.bases, including..
NTIS, CAIN, ERIC, INSPEC, COMPENDEX, and PANDEX. Statistical cdata
are to he collected and analyzed with respect to (1) utility and utilization
of public libraries as technical information dissemination centers, and '.

.marketing variables and marketing methods for motivating new users
o ervices previding online access to scientific and technicg information.
Basic study areas incinde the investigation and analysis of the financial,

Iadministrative, user, technical, and marketing aspects of computerized
online information sei vices in relation to other library services.

Thus, some ot the ()IA: ves of study were the ollowing:

(I) Determine how useful an online retrieval service is in meeting the 'needs

Of the general.public,
DeVelop a user profile that will asSist library administrators-in identiNinw

t heprincipal users of the'system, the ability of patrons to'pay fer system
(2)

Ex:

and the type of information patrons require.

h effect of the online service on the library refenence s rvice
and isolate causes for acceptance or rejection of the servi4
Determine the lictual costs of pro
factors contributing to these costt:

1-3
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LMSC-D502595:

(5) Identify the specific characteristics of different libraries which would have

an effect on the operation.

Ln September 1976, the National Science Foundation extended the time period one

additional year so that we could obtain evaluation data on the impact of charging
patrons for the full cost of search, as well as to develop a'. more complete conceptual

Irarnework for the study. The present 2-year interinrreport therefore only describes
the first 2 years of the experiment; the final report will be available in the Fall of 1977.

It must be kept in mind that the experiment involved public libraries operating under
different administrative policies and not under strict experimental control- Thus,
when we try te communicate the results of the study, we are like the blind men in the

fable, each touching a different part of the elephant, and try_ g to communicate the

nature of the creature to others.

'DESI N4OF THE STUDY

The study was designed as a 2-year study in which the fi st year of online seririce was

to be provided at no cost to the libraries, and the second year was to be at one-lhilf,

the usual charge for search time. The four CIN-member public libraries were to
determine how the funds for the second-year operation were to be raised. Because
of severe buclpt cuts experienced by these libraries, they all-chose to pass thc
online search service costs on to the patron, while they paid for library persomiel
and communication costs. (The terminal rental was paid by the grant.)

The libraries each determincdhow the online service was to be integrated into heir .

systenit. Since each of the libra.ries was in a different county/city jurisdiction, and

was organized somewhat differently from the others, different approaches were taken

to serving the public. There was, therefore, variation found in the evaluation data

from library to library and this variation is discussed in Annex 1, Evaluation Report.

1

1-4
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1.2.1 Project Coordination

In the early stages of the project, monthly review meetings were held to iron out
difficulties and to review the ACH evaluation requirements, but by the second year
very few meetings were required. The libraries also submitted monthly reports to

Lockheed, indicating problems, exTerience with the system, and suggestions, and
these reports were then circulated to all the participating libraries.

1.2.2 Publicity

Public libraries have always had the_problem of publicizng their service to_attract
the attention of potential patrons. With the inception of onlhie retrieval service,_and:
partiaularly with fee-based search, this becomes an even greater problern.

Early in the project it was,,realized that a publicity expert was required to coordinate
and develop publicity for the online serrice,,and the CIN Crnline CoMmittee recommended

Mrs. Evelyn Helmer, Rublic Inforhiation, San Mateo County Library. Her four-
stage publicity plan is given in Appendix D and the pub1city material developed

given in 'Annex 2.

Librarith Training

Librarians from each of the participating libraries were given the standard Lockheed
2-day training course., and they spent about 1 month familiaxizing themselves with
the system before dealing with patron searehes. As time went by, skilled searchers
left and others were trained to take their place, usually by sending them to the
Locldieed training program. In addition, librarians attended special data. base
presentations, such as tho4;se given by PredicastS or by Bioscienc,es Information
Service (BIOSIS) in near by 'cities.

Searchers received the DIALOG Chronolog, a mol Ihly publication describing t

latest features of the system, offering hints on system use, and indicating char: ter-
istics of the latest data b:ises available. They also received "DIALIB Notes, " an

1-5
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informal series of notesthat discussed their common mistakes in-searching, ne v

data bases, and interesting search techniques. During the pay period, searches

were reviewed and the results of this review were discussed in these DIALIB notes.

(See Appendix E for common errors found in searehes,)

It must be kept in mind that DIALOG was in a period of rapid expansion during this

2-year period, during which time the number of data bases increased from about

18 to over 35. Thus, in some of the remarks of the participating librarians given

in Appendix 9, one will find statements about the lack of time they had to keep up

with this rapid growth.

1. 3 ROLE OF THE STUDY P.ARTICIPANTS

The following organizations 'participated in the study. Their specific responsibill

with regard to the study are indicated.

Joint Board of the Coo erative Inlorftiation Network an organization

consisting of representatives of public and private I brar_ s in 'San Mateo and

Santa Clara Counties, in California, vhich has been in existence for nearly 5 years.

Its purpose is to deal with mutual problems, share information resources, and
coordinate joint activities of the member libraries% The role of the Joint Board

of CIN in the present study was to review overall progress of the study, and make

policy decisions, as required.

CIN Online Retrieval Committee This commit vas appointed by the GIN Board

to act as liaison with Lockheed Lnformation Syst ms. The Online Committee \

consisted of Mrs. Patricia Bcrgsing, Burlingame Public Library, and Mr. Doh d

Fuller, Santa Clara (City) Public Library.

e Lockheed-information S stems. Under Dr. Roget K. Summit, Projec

and Mr. Oscar Firschein, Principal Investigator, -Lockheed provided the overall

management, technical guidance, and coordination. In addition, Lobkhecd was,

responsible-for providing the DIALOG online retrieval,service, and training of

lihr raw personnel. Lockheed prepared periodic reports, for the Nation:a Science

17,Amdation, conducted review meetings, and reviewed searches performed by the

;braries.
f -6
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Aullcd Communication Research. Project evaluation was the responsibility of Dr.

Alice Ahlgyen of Applied COmmunication Research, Inc;, a Palo Alto_oonprofit be-

havioral research firm. She was responsible forpreparation of the evaluation tools,

coordination with the libraries concerning their use, ond analysis and reporting on

the results.

Orcii.12;13t Committee. To review the progress of the ekperiment, an Oversight

Committee consisting of impartial experts in the field of experimental design,
public library administration, and user studies was formed. The committed
consisted of Professor A. Rubenstein (Northwestern University), Mrs. Virginia
Ross Geller (Geller and Ross), Professor Charles Bourne (University of California,

Berkeley), Mr. Forrest Carhart (METRO), and Mr. Douglas Ferguson (Stanford

Libraries).

CIN`Librarics. Li June 1974, the CIN Board selected fàur libraries tor the experi-
ment, with each library representing a somewhat different type of library service:

a large city (SLin Jose Public Library); a. county library in a suburban area ai

Clara -County Library at Cuper a county library with no walk-in traffic (San

Mateo County library, Belmont); 'mci a snuffler city library with much waljc-in busi-

ness (Redwood City Public Library). Tl e libraries provided the services of the
refereace librarians, paid for communications costs, and provided space for the

terminals. In addition, the librarians gave talks and presentations to various
civic ancl governmentrd'organizations to publicfze the service Figures 1-2 and 1-3

show the terminal locations in the four CIN libraries. All but the San Mateo County

installation are in patron areas.

Non-CIN Libraries. After the first year, the NSF suggested that the experimen
be emxinded to include those libraries able to deal with nonsubsidized search. The

intent was to obtain experience in passing the-full cost of the search-on to the public

library. New libraries would be given free demonstration time and a free terminal
for a 9-month period, but would be billed at full cost of a DIALOG search, The

libraries could then pass this cost on to the patron, if there was no internal budget.
to support this service. ThiS would provide d:ita. on the, adceptance of a full-charge

ystem by the public'. Four public-libraries agreed to Participate in the project:

AlnnelrfRolls Public Library (INFORM); Cleveland 'Public,Library (FACTS FOR A

FEE); Houston Public Library; and the Long Island Librar Resouracs Council. A
complete description of those 1.1111'4l'io8 4ind their participation is given in Appendix A

of Annex I.
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1.4 'PROJECT CHRONOLOGY

LMSC-D502595

The highlight events of the project arc given below. Details were given in the

uarterly Reports indicated. A list of pfoject meetings and papers.presented is

given in Appendix G.

JuneAjgst 1974 First Quarter], 13:ep

e' Participating libraries selected by CIN 'Board.
Legal agreements prepared and signed between the libraries and LeCkheed.

Oversight Committee selected, and had first-meeting at LocklieedPalo Alto

Research Laboratory.
Opening cerernonies.at the ean Jose Public Library, with attendant publicity.

Meeting with-heads of participating libraries regarding pricing policy for

second year.
Lnstallation of tei minals, 'ning of library personnel initial opei ation .

September November 1974 Second iThartle 0/1

User evaluation begitn by ACR with distribution of questionaires and forms.

Problems arise because high patron use of the system overleaded the refer-
\

Publicity plan, Stage 1 (dist ibution of bookmarks, posters, and brochures),

and Stage 2 (promotional mailings to local business ) carried out. Many news:-

paper stories appear-in local press.

ence staff.

December 1974 March 1975 rhird artoiepo
intensive preparation for the fee portion of the study. Participatinglibraries
decide that restricted budget makes itnimpossible to budget any library funds
forproject, and that all such costs'will be passed on to thc patron. Members
of Oversight Committee express disappointment that not even token funds are

forthcoming from libraries.
Because of the high level of search activity, participating libraries request
financial support for search personnel. NSF approves a $10 per terminal h ur
subsidy for this purpose (demonstration time is not included).

r 1-10
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o "Stuidard search" proposed by Lockheed because of concer.i expressed by
librarians concerning cost of search to patron.
Crisil at San Jose Public Library because of an overload condition created

by San Jose State University students. A request was made from the library

to the City Council that it be allowed to withdraw from the project; request is

denied because of use to community. San Jose Library School provides a

graduate student to deal with overload, and situation is resolved.
Legal form for fee period is developed by libraries.
Oversight Committee meets and discusses the San Jose situation, the need

for development of a pricing policy, and the need for more interpretation

in the evaluation data.
Publicity efforts are cut back because of high system use.

June 1975 Aupist 1975 (Fourth quarterly fieport)_

Initiation of fee for service. No fee collection difficulties are experidnced.

O Number of searches drops to 10% of previous free service searches.
ACR completes analysiti of first year of free operation.
Cooper-DeWath time study to determine distribution of offl- e and online

time is carried out for ACR.
An additional day of training is provided to librarians.
Project is expanded to four nort-CIN librar es in other parts of the country

using nonsubsidized search.

_SiatpLnber 1975 December 1975 Fifth Quarterl Re ort

Oversight Committee meets and recommends that two terminals be subsi_ Aed

for a third year of full-cost search operation, as requested by CIN librar

However, the Committee expresses concern that continued external funding

will delay a full assessment of nonsubsidized online search in the public

library.
Search ac ivity increases from 115 1_ t quarter to 187 searches this quarter

(September, Octob ., November
Newspaper acivortisoments pioduce little public response.

2 1
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e An intensive mailing is sent tola community having a large number of
professionals.

January _Nlarch_1976_

The number of searches showsi a sharp increase for this quarter, from a
total of 187 in tlte previous quarter to 254.
Dr. Ahlgren of ACR visits the non-CM libraries and repar ed on heir
characteristics.

o The search volume for the unsUbsidized libraries prayed to be extremely low.
The response to the CEN_mailing to a cornniunity with a large number of
professionals proves to j3e quite low.
A detailed review of searches is made by Lockheed during this quarter to
determine conmion search errors.

1976

Oversight Committee meets to review draft of Two-Year Report; recommends
that third year of the study be devoted to providing a,canceptual framework
and to the evaluation of full-cost of online Search to paIren.

September 1976

National Science Foundation approves a time ex-tension for a third year of

the study in accordance with the Oversight Committee recommendations.

1-12
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Section 2

ONLINE REFERENCE RETRIEVAL

This section provides some background on online-reference retrieval, and indicates

the fee structure used in the DIALIB study.

2.1DIALOG _ RETRIEVAL SYSTEM

The Lockheed DIALOG InJormation Retrieval Service was used in the study. Over

36 data base§ in science and technology, business, social science, and psychology

are available, as.shown in Fig. 2-1. An annotated search, indicating the sequence

of operations used, is given in Fig. 2-2, and the DIALOG system is described hi

Appendix A. Although the DLALOG service was used, die results of the study should

be applicable to any online search service that is accessible via telephone lines using

standard terminal§ and offering a variety of-data bases.

To-perform a search, the user dials the telephone number of the_search service aid
t;

obtains a high-pitched tone indicating that the computer is mrailable. The telephone
handset is then inserted into the acoustic coupler which is part of the terminal. A'
message requesting the user password is printed out on the terminal. After the pass-
word is accepted, the user specifies the desired data base and then enters Search
terms via the keyboard. Search terms can be natural language (English) or numerical

codes (such as product, event, or concept class codes) for some of the data bases.

The user is aided in selectiqn of search terms by being able to have terms displayed

that are alphabetically close to all entered term. :ionic data bases, terMs that

are conceptually close to an entered term can be displayed.) The systeM then indica cs
/

the number of document citations in the data base/that contain the specified term(s
and supplies an identification number for thiS set of citations. Sets can then be co -

bined using the AND, OR, NOT operators.' Because of thc command language used,

and because knowledge of thc data bases is required, a search intermediary who has

been:trained to use the system usually performs the actual search.

2-1
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LOCKHEED INFORMATION SYSTEMS

DI ALOG I NFORMAT I6N RETR I EVAL SERVI CE

WOrldwide Access t9 Worldwide Knowledge
OVER 12 MILLION CONTINUOUSLY AVAILABLE.REFERENCES FROM WORLD'S PRiNCIPAL DMA BASIS -

SCIENCE

8I0515 PREVIEWS (565/hr) ,2 Worldwide cover of the life
sciences (1972 to present).

a CA CONDENSATES (545/kr) Ribliogrophic doto and keywordr
Far chemistry and chemical engineering from Chemical Aids
Service (CAS) (1972 ta present).

CA SUBJECT INDEX ALERT (S6011) - Subject index headings
and CAS Registry Numbers for CAS documents ((973 to prerent).

CA CHEMICAL NAME DICTIONARY ($60/N)- CAS Registry
Numberr, CA Index Names, and molecular formulas for CASIA.

CAIN ($25/hr)- Worldwide coveroge of ogriculture from the
National Agriculturol Librory (1970 to present).

COMPREHENSIVE DIS5ERTATION ABSTRACTS (555/hr) Ebc-
total dissertationr from accredited universities (mostly U.S.)
(1861 to present).-
SCISEARCH10 ($70/hr)- Index to the literafore of science end
technology from the Institute for Scientific Information (1974-

-.to present).

TECHNOLOGYANCINEERING

-CLAIMS/CHEM (5150/hr)- U.S. cherMcal and chemically
related patents plus tome foreign equivalents (1950 to present).

GLAIMS/GEM ($90/hr) -U.S. general, electrical, and
mechanical patents (1975 to present).

a cprApENDEX (565/hr)- Worldwide cayeroge of engineering
literoture bow Engineering Index, Inc. (1972 to present),

INSRECRHYS(CS ($45/hr) - Worldwide coverage of phyricr from
the Institution af Electrical Engineers (IEE) (1969 to prerent).

1NSPEC-ELEC/COMP (545/hr)- Electilcal engineering, computer
Science, and control engineering from IEE ((969 ta present),

ISMEC ($45/1-1r) Coverage of mechanital engineering and engi-
neering management (1973 isx present).

MEIADEX (580/hr) Caveroge of metallurgicol liteiature includ-
ing Metals Abrtracts Index and Allays Index (1966 re present).

METEOROLOGICAL ABSTRACTS ($50/hr)- Worldwide metearox
logical and geoastrophysical literature (1972 to present).

NTIS ($35/1-d) Complete Government Reports Announcements
dote base covering government research from over 240 agencies
(1964 to present).

OCEANIC A85TRAC75"-'(-T55/hr) -Coveroge of worldwide ace
ogrophy and morine-reIated literature (1964 to present), '

WORLD ALUMINUM ABSTRACTS (550/hr) - Coverage of techni-
cal literature ranging from ore processing to end use (1960 to
present).

Indicates data bases available at inc ption of s

SOCIAL SCIENCES

* AIWARM (525,/hr)= Abstracts of tn.tructonol ond Research
materials (1967 to present),

ERIC ($25/1m)- Complete date base of educatioriol woteria from
the Educational Rerources Information Center (1966

EXCEPTIONAL CHILD EDUCATION ABSTRACTS (525/nr)- Litera-
ture of education of handicapped and gifted children (1qN, 0
present).

LANGUAGE AND LANGUAGE BEHAVIOR ABSTRACTS 155.s/hr) -
Coverage af rpeech and longuoge pathology (1965 to perentl.

PSYCHOLOGICAL ABSTRACTS\($50/hr) - Literature in r,-;
and other behavioral rciences (1967 to prerent).

a SOCIAL 5CISEARC1I (570/hr) - MuItidimiplrt
e social sciencer (1972 to present).

SOCIOLOGICAL ABSTRACTS (555/ht)- In-depth covervr,e of
sociology and related mem (1963 to present).

BUSINESS/ECONOMICS

a ABI/INFORM (565/hr) = ;overage of butnorm, (inane nd -e-
lated field. (i921 to present).

CHEMICAL,INDUSTRY NOTES (590/hr) - Coverage of the .
careltpnrotcers inda,stries from; Predicarts, Inc., ond CAS (1973

FOUNDATION DIRECTORY ($60/hr)- Description, of Mier
foundations from the Foundation:Center (maintained an curl,.
basis).

FOUNDATION GRANTS INDEX (560/hr)- Cumulotion of gr
recordr from U.S. philontBropic foundations (1923 to preser.

PTS DOMESTIC STATISTICS ($90/110- Time series and'farec En

U.S. economics, demograp)tics, finance, and production Ili'. rd
present).

a PIS EIS PLANTS (590/hr) - Dora and classification of inOa,tr,al
plants in the U.S. (rrinintained on current basis).

a PIS F8S INDEXES (590/hr)- Citations to articles relevant f
nes. rerearch (1972 to prerent).

PTS INTERNATIONAL 5 TATISTICS (790/hr) Time s
fCgoCaSIS On foreign eCanOnlict, dernagfaphicr, finance, and
produe hot) (1992 la preren1),

PTS MARKET ABSTRACTS 090,/hr)- Worldwide coverage of Chem-
sl tvinta)rke1 Abr1foctt ondEquipment Market Abstracts (1972 ro

PTS WEEKLY ((50/Isr) Cuffent and nutentive covrtnnof
chemical orni equipment market information; relatmd to Market
Abstracts Filet(1972 trj preSenr).

udy June 1074.

Fig. 2-1-D ALOG Data Bases

2.1
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Performing a DIALOG- Search

The,patron i. interested in references to harmful_food additives. :The librarian

seleets the National_ Agricultural
LibraryiiIiiii-liTirood and -Nutri ion

fils. The set of references pertinent to the.term "food additfves" is first

selected. ,-(There are 81 such citations.) Then sets pertinent to the terms

"harmfuTe "dangerous," and ,"deleterious" are selected. (Sets 2, 3,- and 4,

respe tively.) Finally, the librarian combines the sets by ANDing Set 1 with

the etfonned by ORing Sets 2, 3, and 4. 1The resulting Set 5 has 7 citations

rele4antto the concept "harmful food additives." The library has requested

that these:seven citations be typed out at the.terminal,_and one such citation

is g.ven below. The tibrarian could have requested that these citations be

pr nted offline andlnailed to the library. 'This is often done when many

c tations are to be'printed.

YOU MAY ACCESS THE FOLLOWING FILES

la--ERIC THRU OCT.
2'--ERIC 1172 -- E
3 --CHEM ABST VOL
4 --ERIC 1974 3 RD
5 --{MOT ONLINEm}
6 --NTIS 1964-1974
7 --SOC SCISEARCH

--ENGR. INDEX 72
9 --AIM & ARM 1973

ENTER NUMBER OF DESIRED FILE

? 10

SELECT FOOD ADDITIVES

10 --NAT.AGR.LIB CA
11 -PSY- ABSTR. 19
12 --INSPEC-PHYSICS
13 --INSPEC-ELECT 7
14 --INSPEC7COMPUTE
15 --ABI DATA BASE
16 --CMA-EMA
17 --CMA WEEKLy
18 --F&S 1972

1 81 FOOD ADDITIVES

? SELECT HARMFUL

2 184 HARMFUL

? SELECT DANGEROUS

3 129 DANGEROUS

? SELECT DELETERIOUS

4 14 DELETERIOUS
? COMBINE 1 AND i2 OR 3 OR 4]

5
7 1 AND {2 OR 3 4}

P TYPE 5/2/1-7

TX533.M37.F&N ID NO.-73-9364380 001650

FOOD POLLUTION; THE VIOLATION OF OUR INNER ECOLOGY

MARINE, GENE; VAN ALLEN, JUDITH
NEW YORK, HOLT, RINEHART AND WINSTON 385 P. 1972

DESCRIPTORS- ADI5ITIVES AND ADULTERANTS, FOOD-RELATED DISORDERS,

FOOD STANDARDS AND LEGISLATION, PESTICIDE RESIDUES, FOOD TECHNOLOGY,

FOOD AND DRUG ADMINISTRATION, CANCER, FOOD FADS, FOOD ADDITIVES

2-2 Typical DIAL

2-3
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2.2 SEARCH FEES

As indicated previously, the participating libraries chose to pass the cost of searching

on to the patron during the second year pay period. We will not discuss the pros and

cons of fee for service in the public library; the interested reader is referred to Ref. 2
and to Appendix E of Annex 1. For an analysis of the cost of online searching, one,

Appendix F of Annex 1.

2.2.1 Fee Structure

There is no fixed monthly cost associated with subscribing to the DIALOG system.
Instead, sareh cost iS computed on the basis of "connect time, the actual-clock

time that the user is connected to the system. This connect time cost varieS from data
base to data base, as was indicated in Fig. 1-2.

Because they were _ncerned about the cost of Search to the patron, the participating
librarians requested that an alternative fee structure be provided for the,experiment
a structure that did not depend on connect time. Therefore, tWo different fee structures
were offered to the participants, a "custom search" that had no limitations; and which

was based on one-half the usual connect time costs, and a special "standard search"
at a flat fee of $5 per search that was limited to a single data base and to 20 offline

prints. Figure 2-3 shows a flyer that explained these two types of'seareh to the publ c.

Contrary to our expecta ions, the standard search was used only a small fraction of
the time. Two possible factors that led to this light use were (1) the ability of

performing a custom sea=h in the low cost data bases such as ERIC at less than $5,
and (2) the restriction to a single data base was found to be too conlining.

2.2.2 Mechanics of Fee Collection

Fears were expressed that the libraries would encounter much difficulty in fee

collection, both because of refusal of a patron to pay the balance of the fee duo to
.

dissatisfaction with the results as well as by patrons who fail to pick up their results

2 6
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COMPUTERIZED INF '.MATION RETRIEVAL

.L C-D502595

DOES YOUR REFERENCE QUESTION REQUIRE MORE

THAN A STANDARD, MANUAL LIBRARY SEARCH f

Perhaps a computerized search will find what, you are looking for in the fie d

of education, agriculture,
psychology, science,

engineeriftg, or business.

For your conyenience the following plans are available:

1. Standard Search

A Search will be conducted in one data base. There is a limit of

ten sets and 20 printed citations. It is suggested that it be used

to search a limited subject or to search a subject on a preliminary

basis,- prior to setting up a cuttom search

Cost: $5.00

Custom Search

This search can be as extensive as necessary to fully examine the.,

materiL;i availabq on the subject.

Cost: A $5.00/deposit is required for all
custom seardies, and the

balance is payable on completion of the search, or at the time the off-

line prints are picked up.

This system will compile a sizable

bibliography for you if the subject

is currently of great interest or

if it has been heavily researched.

Too much

If your particular subject is

rare or unexplored, the compu _

may seek in vain. Perhaps it

will not call up a single citatinn.

Not enough

Pteaae. temembet, L w _eakeh and tdtotkbg. .. .theitc.i4 atitt a thame.

16 you chime a euAtom Aearteh, it might be co S0 ptea4c, 60A yoat.,-'

budget'A aake;-and.ouk peace 06 mind, diAeaA ptanA with the ti

be6oac ani 4eaftch ia initiated. Then pethaps, wett att communicate hap

04eva a

See, 4am on othca. Aide.

Brought:to you by: CooperatiVe InfoatIon Networ*

Lockheed InformatiOn Systems and the National Science Foundation

Fig 2-3 Flyer Explainthg Fee Search to Pat on
2 7
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their results and to pay the balance due. For this reason, a contrae -like form was

prepared and used, as shown in Fig. 2-4.* In addition, a procedure was established

so that a disgruntled patron could obtain a refund if the search was forwarded to

Lochtheed for analysis, and it was found that the search had indeed been incorrectly
performed. (The library would refund the money to the patron and Lockheed would

credit the library's account for that amount.)

In actuality, there were no requests for refunds and no defaults by the patron. It

surprised the librarians to have some of the patrong indicate that they thought that
the search would cost even more. (See Appendix B for some librarian comments

concerning fees and the collection.) None of the libraries used bank credit card
operation; but several established accounts for several repeat users.

9. PACy OF:FEE ON,S ARCH VOLUME

The impact of fee foi service on Search volume is shown in . 2-5. Note that the

search volume rose during the free period from 55 searches in September 1975 to

approximately 300 in May 1975, for the four CIN libraries. In June 1975, when fee

service was initiated, the search volume dropped precipitously to 29 searches,
fuse during the year until 77 searches were performckl in May 1976.

*The proeeduies used in fee
in Appendix F.

ollei on at the San Jose Public /Library are detailed

28
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SAN JOSE PuBLIC LIBRARY

DIALOG SEARCH AGREEMENT

DIALOG makes it possible to search a large number of documents; periodical

articles, and research reports and comsile a bibliogralil 'on a concise subject.

DIALOG is not designed to provide answers to snecittTquestione. The results

of'a search are largely dependent on the conciseness of the definition of

'subject matter desired and the keywords or phrases chosen hy the patron to

describe it.

Two types of DIALOG searches are available:

STANDARD SEARCH

Cost: $5.00 prepaid.

Conditions: Search will be conducted In one data base.
A limit of tan sets can be formed.
A limit of twqnty citations can'be printed on- int+.
Additional oft-line citations can be printed at

five cents perkcitation.

CUSTOM SEARCH

Cost: 55.00 deposit must be paid on all custom searches.
The balance is payable on completion of the search

or at the time the off-line prints are picked up.
The charge will be fifty percent of DIALOG'S
commercial rate

Conditions: Search can be xtepive as necessary to fully search

the subject.

IAlave conferred with a librarian and discussed search terms and strategy.

understand that a cost will be incurred whether, the search is successful or

not -and agree to compensate the Library for such costs. I have read the

"DIALOG Search Agreement" and request that the San Orme Pnbli.c Library perfora

a search.

Standard Search

Off-line Printa_k_

Custom-On-Line Cost

Custom Search Total

Custom Search Deposit

Staff-and Connect Time

Balance.Due

Search Number ibra

DATE RECEIPT #-

(Please make cheek,payable to the Sat Public Library)

Fig. 2-4 Typical Fee for Search Agreement

-29
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Section- 3

EVALUATION SUMMARY

One of the principal purposes of the evaluation conducted by Applied Communication

Research was to provide public library administrators-with data which would allow

them to make decisions about the utility of providing an online search service through

the public library and to determine what the cost of such a service would be. To

accomplish this purpose, case studies covering the 2-year period of the experiment

were completed for each of the four Project DIALIB libraries.

These case studies actually cover two different approaches, by each of four libraries,

to the provision of online search services. In effect, them, the evaluation is based

on eight caSe studies. TheSe studies look at the effects of-offering online services

to patrons first at no cost (referred to as the "free period") and subsequently at _

half-cost (referred to as the "pay period") through each of the Project DIALIB

libraries. (Evaluation of a full-pay period is,now in progress.) In addition, the

evaluatiOn compares differenceS in online system operation between each of the four

Project DIALIB libraries for both time periods.

Data for the ease studies were collected through four major instruments: computer

command summary sheets; search request forms completed by both the patron at

the time of the search request and by the librarian upon completion of the search;

folloi,v-up questionnaires completed by patrons after receipt of the results of the

search; and interviews with working librarians, head reference librarians, and

library admtnistrators.

The evaluation was aimed along three major dimensions: descriptive analysis of

actual searches; analysis of usage patterns and user-characteristics; and analysis

of library impact. Search statistics included information on search costs, staff

time devoted tO online searching, location of source documents, and time to comple e

31
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the search. Usage patterns and uSer characteristics included information on user
occupations, reasons for search, levet of education, type of question, value of
search to patron, number of useful citations and source through which patron heard
about the availability of the onlirie service. Library impact analysis included an

assessment of the impact of an online service on the reference service, the reference
librarian, library policy, and the community served by the library. Changes which
occurred within each evaluation dimension between the free and pay periods were

also identified and discussed.

In addition, differences in online senrice operation and use between Project DIALIB
libraries were identified and discussed. During both the free period and the pay period,
libraries differed in number of searches conducted, average search time, and
average number of online and offline citations printal. Interlibrary differences were
also noted in patron occupation, reason for search, the method through which the
patron heard about the availability'of,the service, the value of the search to the
patron, and patron responses to a question asking if the results of the search provided

sufficient references to angAer their question adequately. There were also noticeable
variations between libraries in terms of client availability at the time of the search

4

and in the time which elapsed between submission of the search roquest by the patron
and subsequent receipt of the search results. 'To assist in explaining some of these
observed differences, profiles of each library were compiled, based on interviews
with reference librarians.

For a complete discussion of interlthrary differences, the reader is referred to
Chapter IV, Annex 1, of the Interim Report, Reasons for differences, which are
highly speculative, &re not summarized in this section;

The following evaluation material only highlights some of the data collected during
the course of the evaluation. For complete information on all aspects of the evalmtion,
the reader is referred to Annex 1 of the interim Report.

3 2
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3.1 SEARCH STATISTICS

o How many searches w

A total of 1920 searches were coMpleted by the four libraries during the free period.
As expected, the number of search requests dropped precipitously in June 1975
when charges were introduced. However, the total number of searches being con-
ducted each month during the pay period increased from a low of 19 in June, 1975 to a
high of 103 by March, 1976 and dropped back to 69 in May, 1976. By the end of the

pay period, a total of 747 searches had been completed.

o -What was the aver o'e search

,Searches conducted during the tree period required an average of 22 .minutes per

search. However, average search times decreased 'steadily over the,9-month free

period, droppIng from a high of 31.28 minutes tri September 1974 to 18.69 minutes

in May 1975. The average search time for custom searches completed during the

pay period dropped to 15.90 Minutes.

o How many citations were located?

During the free period, an average of 14.27 online citations and 55.83 offline citations

were printed per search. During the pay period, the average number ofonline citations

printed per search dropped to 3.42 while the average number of offline citations

printed per search increased to 88.89.

What were. the /host popular data bases?

The five most frequently used data bases during both the free and pay periods were

ERIC, NTIS, Psychological Abstracts, Social Science Citations, tmd Engineering Mex.

How much offline staff time is re

Offline preparation time er search) varied widely both between time periods and

between libraries. Librarians estimated that they spent mere time offline preparing

for a search during the pay period than they did during the free period. In fact,

3 3
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during the tree period, 45.7% of all searches inyolved.no offline preparation time as
opposed to 19.3% of all searches conducted during the pay period. The percentage

of searches requiring from 15 to 25 minutes of offline time nearly doubled (17.3%

Co 33.6%) during the pay period. The percentage of searches requiring from 30 to
35 minutes of offline time nearly tripled (5.6% to 14.3%) during the pay period.

o What is the aVerafre cost of an online search

The average search conducted during the free period cost from $14.80 to $24.10, not

including staff time or fixed expenses. A detailed time/cost study of online searching

was completed during the free period (see AppendLx F, Annex 1). The results of

this study indicate that the average cost of a search completed during the free period

was $28.41. This cost includes online and offline staff time, online search time,
and offline citations printed (telephone line charges arc not included). About'20%

of this total cost is staff time. The total cost of the average custom search completed

during the pay period ranged from $9.33 to $20.56 (patrons paid one-half of these

costs). In fact, the cost to the patron was less than $10.00 for 61% of all searches

completed during the pay period. (Note: During the pay period, patrons were
Ohm-ged one-half the cost of online search time plus offline ciations printed.)

did it take to receive search results'?

During the free periek 50% of online service, patrOns received the resul s of their

searches in 1 week or less (from the time the .Search request was submitted). About

79% of online service patrons received the results of their searches in 1 week or less

during the pay period. Although there were.differences between libraries in turnaround

timc, generally.the time which elapsed before the patron:receivedresults was reduced

at all libraries during the pay period.

e VhaSources Are Used to Obtain Documents?

Patrons used a wide variety of sources to obtain documents cited in search results.
College libraries were the major source; 33% of search patrons durthg the free
period and about 46% of patrons durthg the pay period obtained one or more docume
from college libraries. About 39% of patrons during the free period and 22% of

3-4
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pa _ons during the pay period obtained, some docu ents from the library at which

the search was conducted. Various other sources, including publishers, NTIS,

company libraries; and departmental libraries of the State of California also provided

patrons with documents.

USAGE PATTERNS AND USER CI ARACTERISTICS

ta Who are the-use ?

The principal tiser groups are graduate students educators uding teachers,

professors and school administrators), technical professionals including civil,

nuclear, and electronic engineers, geologists, and computer specialists), and librar-

ians. These four groups accounted for 48% of all users during the free period and for

about 56% of all users.during the pay period. The most notable change between the

free and pay periods occurred in the college (undergraduate) student category. Use
by college students dropped from about 13% during the free period to about 9% during

the pay period. About 68% of all 'search patrons during the free period and 57% of all

patrons during the pay period had.,completed some graduate work or held advanced

degrees (M.S., M.B.A., Ph.D., M.D.,

e How do satrons.hear about the availabilit of the service?

The major publicity sources during both the free and pay periods were librarians

and-friends. Durthg the pay period, professors replaced library notices and newspaper

sources as the third most frequently cited source and library notices replaced news-

paper sources as the fourth most frequently cited'source.

did u ers re uest an online search?

Most online searches were requested a8 either part of the patron's job or for research

papers. About 33% of all searches, during the free and pay periods, were requested

as part of the patron's job. About 33% of all searches completed during the free

period and about 43% during the pay period ,were done for research papers.
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The types of questions asked by users ere highly complex dealing with a wide variety

of subjects including psychology, education, engineering/science, biology/medicine,
social services, and,agriculture. A comparison of online search questionS and tv-pical

small public library reference questions indicates that online search questions are far

more technical and complex than the types of questions normally asked of a reference

librarian in a small public, library.

Did patrons find the search w while?

During the free period, 53% of online service patrons stated that the resul of their

search provided sufficient references to answer their question adequately. During

the pay period, this percentage increased to almost 60%. The number of citations

actually of use to the patron also increased during the pay period. Only about 13%

of patrons_during the pay period indicated that no useful citations were received,* as
opposed to almost 18% of patrons during the free period. Also, nearly 21% of patrons

during the pay period indicated that from 21 to 50 citations were of use to them (an

increase of almost 11% over the free period). The largest percentage of patrons

(about 30% for both the free and pay periods) indicated that from 1 to 5 citations were
actually of use to them. About 70% of patrons during both periods indicated that the

results of their search were of much value.-

Are uselaL- public
Approximately 90% of search patrons hold cards at one of the 150 libraries in the
Cooperative information Network. However, only 36% of,online service patrons

during the free period and only 30%'of patrons during the pay period hold cards at

one of the four libraries conducting Searches. About 60% of online service patrons

indicated that they normally used the reference service at a public library only

several times a year or infrequently. Only 7% of online service patrons use the-re er-

enee service on a daily or weekly basis.

*It should be noted that for some types of search, e.g. pa en s, Ph D. dissertation
proposals, etc., no useful citations is a positive resu
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Wi1lpatrons use the service in the fu

During the free period, about 26% of patrons indicated they would use all onhin2 service

at least monthly. Another _dicated that such a service would be useful several

times a year. fluring the pay period about 80-,0 of online service patrons indicated

that the service would be useful to them several times a year. Approximately 10%

indicated that the service would be useful either monthly or more often, half of the

users stated that the results of their search sugg-sted additional questi«-if interest

to them.

LIBRARY IMPACT

Thc introduction of computerized search services has had little overall impact on the

.libraries participating in the experiment (at least, not within the 2-year study period).

ProvIsion of the online service did, however, have a substantial impact on reference

service staff responsible for conducting searches. The entire search process

including query negotiation with the patron, offline preparation time, online search

time, relaying search results to the patron, location of source documents, and billing

(during the pay period ) required substantial amounts of staff time. In addition, indi

vidual staff members spent a great deal of time, initially, learning system operation

and data-base organization. DLALOG operators continue to spend time maintaining

and improving their online expertise and learning new data bases. Each of these

factors is discussed more fully in the following section. The effect of the online

service on library policy and administration generally was less noticeable at this

point in the project.

3.3.1 Impact on Reference Service

The major impact of the new service was the increased work load and the accompanying

stress imposed on the reference staf. . No extra staffing (with one minor exception)

was provided for the project at any of the libraries. There are a number of factors
which have contributed to the high demand on staff time:

By the end of the free period, the libraries were averaghig about 90 searches

per month, requiring from 20 to 30 minutes per search of online time. In

addition, about 44% of all searches completed during the free period required
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from 5 to 25 minutes of offline proiaration time and another 10% required
from 30 to 90 minutes.* By the end of the pay period, libraries were
averaging about .24 searches per month, requiring from 16 to 18 minutes

per search of online time. For all searches completed during the-pay
period, about 50% required from 5 to 25 minutes of offline prepa6tion time
and about 30% required from 30 to 90 minutes of offline preparation time.

Each search also required fairly extensive interaction between the librarian
and the patron. Search request negotiations frequently involved lengthy
exp anations of the search pro(!ess by the librarian.*

The location of source documents upon completion of the search is another,
and usual, potential demand on staff time. In the case of Project DIALM,

this has not proved to be a major difficulty.

Staff were also responsible for calculating search costs during the pay perioth
However, the, introduction of online printout of search costs (which Lockheed
has now implemented) should eliminate this accounting task.

The introduction of computerized search services has also increased
patronage of the reference service at the libraries participating in the
experiment (see the section on Search Statistics), However, most of these

patrons are from outside the normal "service arcatT of the libraries pro-
viding DIALOG searches. In addition, librarians feel that most of these
new patrons come into the public library only to use the online serVice.

The heavy demand for_demonstrations of the service has also required a

great deal ofstaff time.

pact on Reference Libra

The online search service has also had an effect on Individual librarians who conduct

searches.

*This is typical of, rn ual indepth iefercncc work.
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Lndividual iibraians are responsible foi- n gotiating search requests for

conducting searChes, and for maintaining a certain level of familiarity with

the actual operation of the system.

Librarians are responsible for learning the organization and con e t of new

data bases added to the system and for maintaining proficiency in searching

data bases; just as is necessary with hard copy reference tools. Most
staff felt that the diversity and range of subjects covered in online search

requests posted a problem unique to the reference staff of small public
libraries. Reference librarians need to be skilled in searching some 30
to 40 data bases to handle such subject diversity (although library service

policies could restrict searches to' a limited number of bases).

Reference librarians have indicated that the use of computerized search

services gives ,hem a new feeling of competence in dealing with technical

reference questions that they would have been unable to answer without the

service. They have also indicated that use of the system has been a-highly

educational experience.

3.3.3 Impact on Library Policy

The third major impact on the library depends on the policy the library adopts to

cover the cost of the service. Project DIALIB libraries have chosen, during the pay

period, to pass half the cost of online search time plus the cost of printing offline

citL tions on to the patron.*, However, a number of alternatives are available.

If a library decides to include the cost in their current budget and contthues

to provide free searches, this could have some effect on library policy.

Administrators should keep in mind that provision of a free online service

cuts into the funds and staff time available for the establishment and/or

operation of othe4 services. The heavy demand for free Searches would

certainly necessitate either the hiring of additional staff to, conduct computer

searches or the establishment of a policy that would limit system use

according to some driterion determined by the administration.

*The NSF grant pays for the ether halfi-
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Should a library decide to pass some portion or all of the cost of the service
on to the patron, there could be some impact due to the need for a structure
capable of dealing with billing and fee collection. The "cash and carry"
policy adopted by the libraries during the pay period seems to have had
little effect on general library operations. The main impact ef the policy

was to hicrease the time demands on reference staff, as certain staff
members were responsible for caJculating,search costs.

Provision of fee-for-service computer searches may also require some

rather important policy decisions. For instance, the library must determine

if all patrons will be ehai-ged uniformly for the service or if patrons will

be charged on a scale based on ability to pay. (Most public librarians seem

to.feel that the second alternad.ve is n& feasible for a public library.) If

he library decides that the user should pay for the service, it must also
decide if the patron should only pay for the cost of comect time to the data

bases.used in the search and tor the cost of citations printed offline, or if

an additional. F hould be charged to cover staff time, communication, and

duipment cos

4 Impact on the Community

Although online service has attracted-patrons to the public-library refei ence 'service,

most of- these patrons arc from outside the community in which the search library is

located (36% had cards at the library at which the search was performed, 54i,"c, had

cards elsewhere, and IO% did not have a library card).

Still, on a small scale, online service patrons havebeen introduced to new services

and have expressed greater awareness and appreciation of new information technology

and of the ilmovativeness of the public library. Once patrons utilize the service, they

are quick to :suggest a wide variety of additional data bases that they would like.to see

made available through the computer.

4 0
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line search services do have the potential of providing reference support-services
to municipal government. However, this potential has not been realized during-the

2 years of Project DLAIJB. During the first year of the project, the city manager of
Redwood City stated (for the first time) that one of the Services which the public
library could provide was "back-up research for local government officials." And,

fact; some municipal agencies did pose a number of technical questions to Project
-bIALIB librarians on subjects such as helicopter noise ltvels, redevelopment financing,

patrol car maintenance, open channel flow of storm waters, and solar energy. However,
the full potential certainly has not been realized as of the end of the second year of
Project DLALIB. Project DIALIB librarians at three libraries* were disappointed

and discouraged about the lack of response from both municipal agencies and municipal
government officials to the availability of the service. Several of the libraries made
special efforts to provide mtmicipal agencies with demonstrations of the online service.
The Santa Clara County Library, th addition to demonstrations, provided a fixed sum

of money to cover searches requested by municipal agencies, but municipal agencies

ide little use of the service.

Thus, )rovision of an online service has had very little impact on the co munities

served by the participating libraries, at least not on a short-term basis. The
potential for a substantial impact remains, particularly if some Of the additional
data babes requested are made available. However, as in the introduction of almost
all innovations, any observable impact will probably be accomplished only after a long,

taking process involving education of both the,publie librarian arid the public .

ose library found a growing use of the municipal reference service.

41
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Section 4

CONCLUSIONS

One of the principal purposes of the evaluation conducted by Applied Communication

Research, as stated in Section 1, was to provide public library administrators with

data which would allow them:to make decisions about the utility of providing an online

search service through the public library and to determine what the cost of such a

service would be.. The data in Section 3 were thus presented with the objectives of

providing administrators with ,the kind of inforMation that would be useful in plaiming

for an online service under two different funding situations.. No attempt will be made

to summarize such specific data on users, usage patterns, and sea-rch costs in this-

-section.

Lnstead, this section contains general conclusions suggested by the evaluation data

and a number of pertinent observations derived from the entire Project DTALIB

experience. It should be noted that most of the following points are subjective

judgments based on a,dombination of observation, ' aid" data, and 'extensive inter_

views with project,participants. Apparent causal relationships cannot be verified

using data obtained in a highly uncontrolled, case-study approach. Although most

observations cannot be verified, they are still important both as indicators of facto s

which may affect the success or failure of an online search service offered within

a public library'context and as indicators for future research.

It also should he noted that the impact of online search on a public library familiar

with the requirements of indep h reference search will be different than on a small

public library having minimal referenee-capabilities. Wc have- tried to ma this

distinction clear in these conclusions.

4 2
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The public library can be an effective channel through which to provide an online

service. (Which is not to say that public libraries arc the most effective channel
the data cannot support such Speculation.) Project DIALIB libraries averaged
90 searches per`Month during the free period and 24 searches per month during
the pay period. Also, about 70% of online service patrons during both periods
felt that the results of their search were of much value.

Public libaries are not all equally well suited to provide online search services.
At this time, online services are useful mainly to patrons needing iriformation
indepth. The principal users are primarily educationally sophisticated profes-
sionals. Thus areas with a high concentration of individuals falling into the
principal user categories provide the best "markets" for online services. Public

libraries serving such areas would certainly find more demand for an online ser-
vice than would public libraries located in areas with a low percentage of "inlor-
mation literates." The most effective service m terms of high volume and rapid
turnover) seems to be provided through those main libraries that are easily
accessible and that have a high potential for direct contact (either by phone or
through "Walk-in" trade) with patrons requesting online searches. In contrast, a
library which is not easily accessible, which has little direct contact with patrons,
and which would probably receive the majority of online sear -h requests via branch

libraries would probably be less effective.

A public library interested in oper-ting an online service should be aware of exist-

ing services which may be available tolhe public. If adequate services already
exist to supply the information needs of user groups the public library may not

wish to enter into "competition" with such services.

If an online serviro is readily available at the public library a market does exist

for the service, data indicate that online system patrons are not f 7equent
users for the public library reference service. Instead, they are highly educated

professionals and students from a number of varied disciplines who do not nor-
maily consider the reference service at a span public library a source of indepth
information. The majority of questions asked by these online service patrons are

4
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highly t,c1mical and complex.' Reference librarians at the public libraries par-
ticipating in Project DIALIB indicated that they would not be able to answer such

questions without the assistance of an online service.

(5) The initial provision of free searches to patrons, along with an active publicity
campaign, seems to have had a strong impact on search volume. The four Project
DIALIB libraries completed nearly 1,000 free searches during the first 6 months

of operation. In contrast, libraries providing full-cost service to patrons (see
Appendix D of Annex 1) without an initial free period or attendant publicity cam-
paign indicate a relatively low volume of search requests. The available data do

not allow a determination of the relative importance of these variables (free search

period, publicity campaign) either individually or in combination.

(6) The allocation of reference service staff time is one of the most important factors

to be considered in planninz an online search service. As indicated earlier,

public librarians in small public libraries do not normally perform indepth refi
once searching on the types of technical qUestions submitted by online service

patrons. Computer searching on such questions and related tasks dre too time

consuming to be simply added on to such a public librarian's reference duties. If

such a service is added without proper provision for staff time, other reference

duties and/or services may suffer from neglect. In addition, inadequate staff time

for an online service adversely affects search volume and turnaround time. Over-

worked staif are also more likely to be hostile toward the introduction and subse-

quent operation of a new service.

(7) To maintain- search proficiency, online searchers must complete some "critical

mass" of searches each month in each data base for which proficiency is desired.

(It is not possible to determine optimal upper and lower limits on this critical

mass from the available data.) Project DIALIB searchers who completed relative-

ly few searches in one month felt.less competent at online searching than did more

prolific searchers. They felt that "hands-on" experience was required to maintain

familiarity with data base organization, optimal search strategics, and data base

content. On the other hand, a librarian overloaded with an exorbitant number of

-3
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searches in 1 month may find that time limitations imposed at all stages of the

search process (including query negoI tiation, online search time, and relaying of
--

citations to the patron ) may-affect search quail

The problem of maintaining familiarity with all data bases is one of the most
difficult problenis faced by reference librarians conducting online searches.
Project DLALIB librarians, who assumed responsibility for conducting searches
in all data bases, felt generally that their search competence increased with data \

base familiarity. The proliferati,on of data bases makes it extremely difficult for_
one person to Maintain a thorough knowledge of each neW data base. Project

--

DLALIB librarians felt that, jike=the hard- copy reference=tools, many data bares--
,have a relatively unique organization and content, and that significantly compounds

the problem. There are hvo possible approaches whie-th may help to alleviate this
pl.-el:hem. An organizational ap-2 coach_would be to make each reference librarian
responsible for maintainthg expertise on a limited number of_ data bases rather
than trying to cope with all of them. -Project DIALIB librarians did not use this
approach because reference librarians work in shifts (an "expert" in a particular
data basc\ might not be on duty when needed for a particular search), and particular
"experts"' wonlif be unavailable while on vacation. A training approach would be to
develop better instructional materials describing the organization, content, rele-
vant keywords, and optimal search strategies for each data base. The absence of
such instructional materials was one of the most persistent complaints expressed

by Project DIALIB librarians.

(9 ) The amount and quality of general training in online system operation may also
affect the successful operation of the service. Most searchers believed that the
initial training sessions alone were not sufficient for optimal 'system utilization.
They felt that either additional, training sessions were required after searchers
gained familiarity with system operation or that training manuals should be made
available to assist searchers as they gain expertise. Almost all staff felt that

er searcher-oriented instructional materials for DIALOG should be developed.
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(10) The attitude of the head reference librarian toward the service Seems to have

had a substantial impact on the speed and efficiency with which searches were

completed. Librarians at all libraries found that provision of an online searph

service imposed additional demands on their time. However, at_those libraries

at which head reference librarians had a strong positive attitude toward the

service-, more searches were completed and were done in less time than at

libraries where this attitude-was-missing.

(11) Tht major effect of the shift from a free to a fee-based service_wa.s-a-reductiOn

in the volume of_Seareh-requests:7- iifrent trends indicate, however, a steady

increase in search volume during the pay peridd.) Some shift was also observed

in the allocation of staff time to various steps in the search process. During the

pay period, staff attempted to reduce connect time (and subsequently the cost of

the search to the patron) by spending more time offline preparing for the search.

(12 ) Finally, the provision of an online search service has done little in the short-term

to alter the image of the public library in the community it serves. The principal

impact of the service has been on professionals in both business and industry and

on college students, all of whom have been particularly impressed by this new

service being offered through the public library. These users seem to view tbe

public library as being more innovative and progressive than they had cOnSidered

it to be prior to the implementation of the online service. Most municipal 'govern-

ment officials have taken only cursory notice of the public libraries providing on-
,

line search services,. In spite of considerable effort on the part of DIALIB

librarians to provide government agencies with demonstrations and/or free

searches (even during the pay period), a few such agencies actually made use of

the service. However, government agencies in San Jose did make use of the ser-

vice and at least one government official did note that a public library might be

capable of providing support reference services for government agencies.

The process of changing an image or incr asing public awareness of the role or

function of the public library is a long, slow process. It is certainly much too
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soon' to suggest what the long-range impact of an on ine service might be on

either the public library or the;conimunity. In partieular, one of the key questions

remains unanswered: Can online search 'sustain itself in the public: library after

all subsidies have ended? The final report to be produced in the Fall of-1977-will

be of particular interest, since it will cover not only the -June 1976 May 1977

period in which the only subMgy was the terminal rental, but will also indicate

what happens when the termLnal subsidy is removed.

4 7
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161 DIALOG SYSTE

bIALOG INTERACTIVE INFORMATION
RETRIEVAL SYSTEM

DIALOG is the name given to an interactive, computer-based information re-
trieval language developed at the Lockheed Palo Alto Research Laboratory. The
DIALOG system consists of a series of computer programs which have been de-
signed to make full use of direct access memory devices (in which data located
anywhere on the device can be accessed in approximately the_ same amount of
time) and video display units td provide the user a rapid and powerful -means of
identifying records within a file which satisfy a particular information need. By
providing the user full display access to the indexing vocabulary, and the ability to
modify search expressions, DIALOG becomes a data processing extension of the
human, operator who directs and controls the process according to his own personal
needs. Figure 1 shows a DIALOG communications terminal which enables the user,,
to communicate with the computer. The wer issues commands to the computer by

way of the keyboard, and he receives results on the di?play unit and/or on the
teletype as appropriate. DIALOG allows the user with a 7ell-defined search topic to
proceed directly to desired reCords: the user who cannot so explicitly define his
requirement is provided tools for browsing through the file. It is thus possible to
investigate successive avenues of interest as they arise ,:)r are suggested by inter-

mediate retrieval results,
)1

The language procedures are easily learned, and the system has bei: used

It

I

FIGURE 1 pIALOG co,nniunicgulons ur,ninal.
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successfully by educators, working scientists, engineers, and librarians. To under-
stand how such an information retrieval system-operates, one should be aware of
historical solutions to the problem of information, retfieval and should have a
general grasp of the techniques employed within a computer to accomplish on-line
retrieval of inforfnation.

The-central problem in information retrieval iS to identify and obtain those docu-
ments from a collection that contain desired information. The magnitude of the
problem becomes apparent when it is realized, that many currenttechnical collec-
tions requirg several miles of shelf space for storage. The user atternpting to identify
all documents that might discuss welding defects-In aluminum or. the use of molyb-
denum disulfide as a solid lubricant in spacecrak for example, faces an almost
insurmountable information retrieval problem. ;

The historical solution to this problem has been to'create an index to the informa-
tion collection: Indexes can take many forms. Back-of-the-book indexes assist the
reader in finding which pages of .a book discuSs a particular topic. Library card
catalogs are indexes that enable the library user to find information through several
access points: subject, author, corporate source, report number, and other collective
characteristics. Although useful, manual indexes are limited in several ways. The
more specific the indexing, the larger the index becomes. and the harder it is to find
particular topias,of interest in the index. Consequently, manual indexes usually con-
tain only relatively general subject headings which apply to large numbers of docu-
ments. ieks a result, after finding a general topic of interest, the user still must scan
a sometimes burdensome amount of material to identify sPecific items of interest.
Another limitation inherent in manual indexes is the inability -to combine or co-
ordinate index elements into comprehensive groups. If one wiShes to find what
Stanford University has produced on the subject of teaching mathematics in the
elementary grades, for example, the user has no way of combining the source entry
point, Stanford -University, with the subject entry points of mathematics and-ele-
mentary education. Furthermore, there may he several source entrE.,s for Stanford
University,

Computer-based information retrieval systems can largely overcome many of the
limitations of manual_systems if properly designed. In most cases computer-based
retrievaLsystems not only allow the user-,to combine several retrieval parameters.
but they also provide relatively rapid resailts. There are two major categories of
cornPuter retrieval systems-, each of which aPproaches the retrieval problem in ;I

somewhat different manner: serial search systerris and direct access systems.
Serial search systems were the first to appear and were widely used during the

early 1960s. With this approach, the collection or data base to be searched is
normally contained on magnetic tape in serial fashion. Each record, represents a
document and contains the information elemems found on a library catalog card
(e.g_ title, author, source, subject headings). To perform a search, a user fills out a
form in which he describes as nearly as possible his interest. Thi;, search request-is
then coded, by a person familiar with the collection and entered into the computer
(usually along with several other search requests). The computer is controlled hy a

5 2
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relatively simple search program that causes it to read each successive record from
magnetic tape, to compare the cOments of the record with the elements specified in
the search requescand then to copy the record Out to a second magnetic tape if
there has been a match, or to proceed to the neXt record. If the collection is large,
it can take several hours for the computer to process the search requests. Further-

more, if the request has been too specific, the rcquestor is likely to -get few if any

results; if the speicification has been too broad, the requestor can get several
hundred citations printed out which he then must examine. Because the request
had to be processed through an intermediary, there may have been further degra-

dation in the quality of the results.
In direct access sYstcms, indexes much like,back-of-the-book indexes are con-

structed from the colleclion. For each index term or descriptor, the locations of all

records in the collection-containing that descriptor are listed on a direct access, de-

vice. This index is commonly known as an inverted tile. Whereas the book index,
indicates the locations of pages contaiuing.particular information, the inverted tile

indicates locations of records containing particular information. The main collection

is also located on a direct access device. This file is commonly called tha linear file.

It is thus possible for the computer to look up a particular index term in the in-
verted file, to read off the list of locations or addresses for the citation records that
contain theindex term, ah-' !lien Jo access directly the linear. file for each location

to copy the appropriate recordeither to a display, as in the case of an on-line

system, or 10 a printer, if this has been specified.
Whereas serial search, systems can be efficiently operated only in a batch mode

(i.e., each inquiry specifies the complete search proeess to he performed), direct

acceiis syStems can be designed to be operated in either a hatch or interactive mode

(i.e., wherein the user can control and redirect the search process during execution).
Typically, serial search systems are simpler and less costly to design but are more

costly to operate than direct access.Systems. Direct access systems which provide
for user interaction can typically produee higher quality results (i.e., a higher pro-
portion of relevant results with fewer items missed).

Interactive systems can be further distinguished according to the rate and amount
of information transferred during the search process. Systems designed for visual

display terminals usually operate at relatively high speeds (12( 240 characters per
second) and transfer a larger amount of information but cost tnore to operate than
teletype terminals, which operate at relatively slow speeds ( 0L5 characters per
second).

ft was decided from the outset that DIALOG was to prov dc maximum interac-
tion between the user and the file. As a result, and even though relatively uneconomic

at the time (1966), DIALOG was designed to include a terminal consisting of both

high-speed cathode ray tube disillay and an associated hard copy device (see Figure .

I). From the user's point of view DIALOG consists of several plain English com-
mands, such as DISPLAY, PRINT, and SELECT, which allow him to perform
information retrieval ftmetions. Commands are defined on the special characters
above the.numeric keys on the input keyboard so that a convenient command label

53
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FIGURE 2. DIALOG inpkt keyboard with a command label stiip.

strip can be attached to the keyboard to identify the commands (see Figure 2).
The commands are so designed that no prespecified sequence must be followed,
i.e., the user is free to select any command he considers appropriate for the next
step of the search. Consequently, the User completely controls the search process.
At any point he can branch oil the main path of his search to explore associated
ideas suggested during the course of the search. The command key.Cirientation rc
sults in a iiery simple clerical procedure: depress command key, key in operand
data, press TRANS key to transfer the entire message to the computer. Corrections
arc made by backspacing 'and typing over incorrect characters. Following entry of,
each command, the system yesponds witii information" that assists the .user in

deciding the next step to take.
The final implication of th'e command orientation is that th'e search process is

broken up into a sequence of small steps, each of which is very simple, and each

of which results in feedback from the system. In this mariner each step is-completed
correctly before proceeding, thus eliminating the need to reenter the entire search
specification in case of an error, as must be done in batchtype systems.

In the context of these fundamental considerations, DIALOG design character-
istics will be discussed with regard to six fundamental steps which are more or less
followed In any retrieval process:

Identify and select index terms.which tharacterize the search int'
_ _widinate individual terms into concept grtiups.

(3) Sample pid evaluate intesnwdiate search results.
(4).Modify (I) and/or (2) and redo (:4).,
t.5) Output results.

Review actual documents.
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Machine implementatic ca 1) will be imp red with the historical solution

in using the card catalog.
In using a card catalog, the searcher selects a generic Holm or noun pliral.,e

related to his search interest and scans through the alphabetically arranged catalog

entries looking for a match or a cross reference. If it is a large catalog. finding an

acceptable entry can be time consuming. Most libraries do not provide a published

catalog guide or index that would enable the searcher to identify subject headings of

interest before approaching the card. Catalog.

In DIALOG, two commands, EXPAND and SELECI, are proided to assist

the user in identifying and selecting desired index term_s: One form of EXP.AND

provides a display of the alphabetically near index tern-n7;1'rN..the-term entered to-

gether with an indication of the number of citations indexed by irtsOlyed termsand

also the number of cross reference or related terms associated with -each d4laycd

term. Figure 3:shows the display resulting from the command EXPAND "INTER-

ACTION." Each displayed term iS numbered for easy reference, Another form of

the EXPAND command allows the user to display the related terms in the same

format as that just described (see Figure 4). rhe user k thus provided a window to

the index and thesaurus to assist him in identifying useful index terms with which to

characterize his search interest.
The SELECT command enables the user to construct a list of desired index terms

for future reference: SELECT entries result in the definition of tile_subsets (referred

to simply as sets) which are tagged with "set numbers" and are.printed out on the

terminal hard copy device.
The command, SELECT "COMPUTE:RS," for example. would result in the

following output at the terminal:

set No in Description of set

No. set -; -- =not)

558 comPuTFRs

Once selected a term tor more exactly, the file subset a ocia(e&,with the term)

may be referenced by its set number. CitatiOns associated vith any set can be dis-

played. printed, selectively saved, or combined with other sits. If a selected term

cannot be found, an error message is printed out for .,the user who then can auto-

matically display the alphabetically near terms by depressing the EXPAND key.

Each term.is thus validated at time of entry, and the Tretpiencv of term usc is re-

corded for later reference
The card catalog contains a static collection of precoordinated subject headings

least in the short run): Someone other than the searcher had to decide a priori the

appropriate categories to be provided for retric'eal. If categories arc too broad, the

searcher must mant.ndly ex;intine i hirge number citations to solisf- a specific

tKeyed entries by user are shov. ri in it

entries.

it um lat nslinenisti then) lrrn coiiifl1;nt
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EXPAND I 1. IN 11 RA( FltiN
OESCRMFOR TP CIT RT

1 IT=IN FFR INSTITUTIONAL
PROQRAM DEVFLOPMEN I

E02 ,IT=INTFR ITEM CORRELATION
COEFFICIENTS

E03 IT7_-:INTER NATION
SIMULATION

F04 IT=INTEK-AMERICAN TESTS
OF GENERAL ABIEITy

1-05 ITINTER.LJNIVERSITY
PROJECT ONE

1-06 -IT=INTERACEION
1-07 IT=INTERACTION ANAL)
FOB IT= INTERACTION ANALYSIS

SCALE
1-09 IT= INTERACTION OF

MATTER AND ENERGY
1-tO IT=INTER ACTION PROCESS

FI( URE 3. Diplay of alpha/vat:ally new tc

282 9

1

subject interest. If categories are narrow, the number of -catalog e tries becomes

unwieldlv to use. In the traditional catalog, there is ra wa of combining categories

at search time Lo provide broader or more specific categories.

In designing DIALOG, it was desired not only to provide the user a mean_ of

reyiewmg the citations within a parndular category,,but also to allow him to define

dynamically his own categories by logically combining the results of several in-

dividual categories. This function was provided in the ( OMBINE command. With

COMBINE the searcher can combine any number of citation sets in any logical

manner. Continuing the above example, assume the user is interested in the interac-

tive use of computers in information retrieval. He might go through .the following

steps:

Command entered

TerMinal output

Sct
No set

SELECT "COMPUTERS"
SELECT -INFORMATION KFTIJEAI
COMBINE
SELECT -INTERACTION"
SELECT -MAN MACHINF SYSIT MS"
COMBINE "360+5r

Description of set
and, :=not

558 COMPUTERS
141 INFORMATION RETRIPVAL

3 72 12
4 282 INTFRACTION
-5 ACHINE SYSTEMS
6 17 1"2*(4±5)

In the- above illustration, the user combined concepts of "COMPUTERS" and

"INFORMATION RETRIEVAL" into a single category cpritainirig 72 items. Hc

5
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RFT OEscRIPTOR up cIT RT

ROI -IT=INTERACTION 282
R02 IT= INSTRUCTIONAL

INTERACTION I 2 I

IT=RELATIONSHW 80 30

IT=AUDIENCE
PARTICIPATION 4 4

RO5 IT,iNTFRACTION PROCESS
ANALYSIS 4 .332 12

R06 IT=INTERGROUp RELATION 4 172 8

R07 IT=INTFRMODE
DIFFERENCES 4 22

R08 IT=INTERPERsoNAL
COMpETENCE 4 188 21

R09 IT,1MAN MACHINE SYSTEMS 4
RIO IT=STATISTICAL ANAIASIS 4 768 24

FIGURE 4 Display of re hued terms of -INTERACT/OW'

decided .hat he could be more specific, and so he combined this result with a new
concept made up of categories "INTERACTION" or "MAN MACHINE SYS-

TEMS" which,were obtained from the display shown as Figure 4, This example can
be developed as the cumulation of a series of very simple steps.

Scanning the titles of entries under a particular subject category in the traditiortal
card catalog allows the user to select specific citations of interest. Frequently, how-
ever, other subject entry points for a particular item arc not included on the catalog
card, which denies the user the information he needs to explore other related areas
of interest which might be suggested by the citation.

The DISPLAY command in DIALOG was designed to allow the user to review
intermediate results. Of several formats available, that most frequently .used pro-
vides a display of the entire citation including:all assigned descriptors and a descrip-
tive abstract if available (see Figure 5). Supplying the full citation not only enables
the user to evaluate the relevancy of his search to that point, but it also shows him
alternative descriptors he can explore or can include (using the COMBINE com-
mand) with other previously developed categories. Figure -6 shows the associated
bstract that may also be displayed.

When the card catalog user finds relevant citations, he copies down their call
numbers for use in obtaining.the associated documents. If he wishes to develop a
bibliography for future usebr publication, he is relegated to copying manually the
entire citation of each sel&ted entry.

Two output commands are provided the DIAI.OG user which are identical except
for the target device. PRINT outputs indicated sets of citations to the high-speed
pripter at the computer: TYPE similarly outputs to the low-speed terminal prinier.
Normally the user will output accession numbers -to the local printer for use in
obtaining hard copyc and he will use the high-speed printer at the,computer for the
output of extensive bibliographies.

5"
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E006443 EM007609
AN IN FERACHVE INFORNEATION RE I RIFVAI, SYS I I'N1;
CASE STUDIES ON THE USE OF DIALOG I-0 SEARCH
THE ERIC DOCUMENT FILE;

TIMBIE, MICHELE; COOMBS, DON H.
STANFORD UNIV., CALIF. ERIC CLEARINGHOUSE:
ON EDUCATIONAL MEDIA AND TECHNOLOGY
RMQ66000
DEC 69
90P.
EDRS PRICE ME-S0.50 FIC-S4.60

/COMPUTERS/ *EVALUATION/ *INFORMATION RETRIE
VAL/ "INFORMATION SYSTEMS/ INFORMATION THEOR
Y / INPUT OUTPUT DEVICES/INQUIRY TRAINING/ IN
TERACTION/RESEARCH/ °SEARCH STRATEGIES/

FIGURE-5. Display of full Citation.-

At present most library collections are not available in machine-readable form.
Provision has been made in DIALOG for each\ citation to be associated with a

second record. This record can be an abstract 61 it can be the entire text of a

document.
Of more practical interest at the present is interface to automatic microfilm

equipment. DIALOG has been used with several of these devices, any of which can

contain full document text.
In practice, DIALOG provides the user an easy-to-use command language that

extends rather than replaces the concept of the traditional card catalog. DIALOG
extends this concept by providing a means of combining subject /categories and by

providing the clerical facility for storing, cumulating, and printing desired citations

in a variety of formats.
The initial application of DIALOG occurred early in 1967 when a DIALOG

terminal was installed at the NASA Ames Research Center, Moffett Field, Cali-
fornia. The system was used to conduct on-line searches of the NASA document

citation collection which at that time numbered some 300.000 records. This data

base was stored in a mass storage device at the Lockheed Palo Alto Research
Laboratory, and communication was conducted over a telephone line. During this
first application, DIALOG was used principally by engineers and scientists directly.

During the second phase of the NASA application the terminal was relocated to

NASA Headquarters in Washington, D.C. for 12 months. By this time the file had

grown to 450,000 citations, the largest bibliographic collection of document cita-
tions searcbable in an on-line, interactive mode. DIALOG was used principally by
librarians &ring this second phase. Usage differences between the first and second

phases were analyzed in a final report submitted to NASA (/),
Lockheed has recently completed a contract with NASA to develop and install a

version of DIALOG known as NASA/RECON (Remote Console). NASA/RECON
is currently in daily operation on a NASA computer servicing twenty-three terminals

5 8

A-10

LOCKHEED PALO ALTO RESEARCH LABORATORY
LOCKHEED MISSILES A PACE COMPANY, INC.
A EDREIDIARY OF IQLKHIID AIRCRAFT CORPORATION



169
DIALOG. SYSTEM

I)(44 31
FIRS1 IN it R ( I WI- (oN-11N1-) Poi-FRI/ED

LISF OF 'I HE I l h I Ill s By 1HE US. (III ICE 0E ED-
ticATIGN IS REPORTH) IN 1 HI; FORM OE AN EVAI -

((ALTON OF THF DIALOG sYS EM CONDUc MD A-1-

i-LIF ERR' ( 1.TARINGHOUSE FOR EDUCA [TONAL

NIFDIA AND TFCHNOL()Gy. 1)E51 R1PTIONS 01 I HE

PURPOSES OE ILIF 'SLIMY OF '1 HE DIALOG !-,)
(DEVELOPED HY I.00KHEI7D MISSILES AND SPACE

CO.), AND 01' .1 FIL PROCEDURES INVOLVED IN CON-
DUCTING A SEARCH OF-,I HE ERIC HEE USING DIA-
LOG ARE FOLLOWED BY INEORMA.FION ON THE NINE
PEOPLE, FROM VARIOUS AREAS OF EDUCATION, WHO
WERE ASKED TO HELP EVALUATE ,THE SYSTEM. "rtn,
MAJOR PORTION OF THE, REPORT, CONSISFING OF
NINF. CASE STUDIES, IS BASED ON THE REACTIONS

OE -IHESE EVALUATORS (GATHERED IN DEBRIEFIN(i
INTERVIEWS) TO ONE OR MORE DIALOG SEARCHES

WHICH THEY THEMSELVES CONDUCTED. IN ADDI-
TION, 19 EVALIJATR)NS (BASED ON OUFSTIONNAIRES
FROM OTHER. SYSTEM USERS) ARE PRESENTED.
THESE, ALONG WI Flt.THE NINE ORIGINAL EVALUA=
'HONS. STRESS ,THE SPEED...AND "HORI/ON,WIDFN-
ING" EFFECT OF THE SYSTEM, A FINAL SECETON EX-
AMINES THE VARIETY OF USES FOR THE SYSTEM AT

THE CLEARMOHOLISF 'IHE PRE-DIALOG QUESTIONS,
THE DEBRIEFING OUTLINE, AND RECORDS OE THE

EVALUATORS SEARCHES-ARE APPENDED.
(SP/MT)

FIGURE 6. Etample of displaya.d

located in NASA facilities across the country. Lockheed installed and maintains

another version of this system in Europe for the European Space Research Or-

ganization (ESRO). ESRO supports terminals in several European countries from

a central computer facility in Germany (2)
During the past 2 years Lockheed has supplied remote terminal retrieval servCCS

to three Office of Education facilities with the Education Research Information

Center (ERIC) files (3), and four Atomic Energy Commission facilities with Nuclear

Science A bstracrs,

3,
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FOREWORD

Comments regarding the'DIALOG project weie solicited from all the participating
librarians. Comments were received from 14 individuals from a total of 7 libraries,
both in written and tape-recorded form. The individuals are:

Charlotte Sakai Ref rence Librarian, San Jose Public Library, :ose,
California

* Bob Johnson, Reference Librarian, San Jose Public Library, San Jose,
California

O Rob Luehessi, Reference Librq San Jose Public Library, San Jose,
California
Scotty McEwen Reference Librarian, San Jose Public Library, San Jose,
California

o Lkuny_t_DeWL-_ttb, Reference Librarian, San Mateo County Library Belmont,
California
Judith Neufeld, Assistant to the Dire- or, Long Island Library Resources
Council, Inc., Bellport, New York

o Ann LaricitypeR, Head of Business Science, and T .chnology Departn nt,
Houston, Texas
Caxel Vantine, INFORM Librarian

mnesota

o Lois Thomas

Minneapolis Public Library, Minneapolis,

Head, Research Center, Santa Clara County Library,
Cupertino, California

o Dale Thompson, Regional Librarian,
California
Alison Holtby, Reference Librarian,
California

4) Charlotte Doudell, Reference
Cupertino, California

Santa Clara County Library, Cupertino,

Santa Clara County Library, Cupertino,

Santa Clara County Library,ibrari_

o Eric Kristofferson Reference Librarian Santa Clam County Library,
Cupertino, California
Lisa Naef, Head, Adult Reference and Readers' Advisory Service, Redwood
City Public Library, Redwood City, Calfforrda

These comments have not been edited, but have been organized into topic areas,

based on suggestions by Nancy H. Knight. It is hoped that the aCtual words of the

participants will provide some of the flavor of the experience.
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T3,1 EFFECTS OF ONLINE SEi___CH ON LIflRARY IMAGE

LOrarians suffer from a bad image problem. We find people surprised that a librar-

ian can access information without knowing much about the subject. I am pleased as

to what online searching does for the image of the librarian. Online search is a

strong selling point which shows people that the librarian is dealing with informa

in a modern way.

I have found the experiment to be totally satisfactory in enabling me to educate infor-

mation users as to why an understanding of the organization of information is impor-

tant, arid why it should be done by a professional, as well as a subject specialist.

It has really given a polish to the librarian's image in the eyes of business and sciei

tifie people.

The business community initially has sonic difficulty in understanding that we are

getting bibliographic citations, and that it is necessary to look at the source mate

to see whether the question can be answered. Once they get past that point, the

reaction of the clients is: Isn't this terrific we have a much better grasp on whether

or not our subject has been dealt With in the literature. They have also found the

printout informative, sometimes eliminating the need to go to all the source documents.,

Vantinc

We feel that it has really been a pleasure to have online search, and I think that we

are riding the wave of the immediate future. There are several things that we fool

are benefits, one of them being the improvement in community relations: we have a

bigger audience than we had before and we are attracting different types of people.

As far as reference use is concerned, I think that we are finding that it is improving:

now that there are the added bases and we are-using the service more. We are now

able to answer requests for information that we could not have answered without

online search.

G 2
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Libraries are going to have to get into online search. The schools are producing
machine-oriented individuals, and people are well aware of how one can get at infor-
mation through the uge of the computer. There are going to be more arid more
people in the public who are not academically or business connected who are afte
specialized information that they expect to get from libraries.

In summary, the online terminal was a much appreciated service. In the near future

it will necessarily be more or less self-supporting; we hope that we can draw together
some statistics that will help make this possible.

Thomas

6 3
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B.2 EFFECT OF ONLINE SEARCH ON ALLOCATION OF LIBRARY RESOURCES

Lessons learned: A library should ask several basic questions before adding oitlii

search se:Nice:

Is there a real, not imagined, need for it? How does the service fit
into the overall objectives of the library?
Does the library have the necessary financial resources, time, per-
soimel requirements to develop this service?
Will this service produce better results than an alternative -ource
(cost factors versus performance factors)?
Will this service contribute substantially to meeting library objectives?

Landtroop

The most important comment I would make to anyone contemplating the initiation of
online search is that it does take a considerable amount of staff time. The-time
required for training, workshops, and searching has had a considerable impact on

the entire stag.

This leads to the larger question of how online search fits into overall goals of

the library. As in many other projects, I didn't realize when we started out all that
was involved, but as we continued, I began to see that there are questions that have

to be answered. The more staff time we put into online search, the less time we
have for other services. The question of which commiwity to serve then arises:
are we to serve a sophisticated, highly educated community, or are we to serve
the community that has no interest in this specialized reference service, but has
other interests and needs that we are unable to fulfill. We are going to have to come
to grips with this problem. I believe we have to be flexible enough to include both;

but, we may have to require the users of online search to pay for the full service,
i.e., including terminal cost and staff time so that the service does not become a
biu-den on the library system.

Thompson
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Overall, we are finding that online search requires a lot of effort pub icity, training

ust to keep things going. It is not something that we can subscribe to and let sit
around until we feel like using it like a new reference book. Each library (public

and otherwise) MU have to decide whether it is worth the effort.
DeWath

We have discussed in our library the possibility of eliminating some data bases

paper copy because they are online. However, I do not think that that is a good way

to look at the problem, because if the online service is no longer avaiklble for one

reason or another, then one has no backup in hard copy. Data base availability
implies that we don't have to keep duplicate copies of materials, and that we can
also go into microfiche to obtain an enormous saving in shelf space (we could save

200 to 300 linear feet of shelf space by doing this ) We could also save the binding

cost, particularly for references that are only checked occasionally with online search.

We can have available data bases that we could not afford to buy in paper, and it

broadens our entire scope-of data retrieval.
/ Van

We have faced this resource question before. A lot of the paper sources that we
subscribe to are very expensive, and at the present time we do provide very expens ve
business services for a limited audience. If you look at the people who are sitting
at the business table you will see the same persons being served over and over again.

Thomas
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B.3 FEE AND FREE SERVICE

Our major hurdle was the decision to charge fees in a public library. It was decided

that the library would absorb the staff time, connect time, and overhead; the terminal

would be paid by N.S. F.; and the DIALOG cost would be paid by the patron. If we

did not charge the patron the DLALOG cost, we would not be able to offer the service.

We 1 -re had no requests for refunds or defaults by our DIALOG users.
Sakai

The fee service Has not presented as inany problems as we had feared. If anyone

objected to the public library selling a service, they didn't do so to our faces. We

have had no problem A I know of with patrons failing to pay a balance due, bouncing

checks, etc. We have a checks-only provision that works well for us. I'm sure that

users would like it better if we accepted cash and credit cards, but no one has been

terribly inconvenienced (although a couple of times staff members have written cheeks

on their own accounts for people who showed up with cash only). We do fel. the

pressure of having to search economically when spending the patron's money; begin-

ning searchers find that particularly discomforting. They have dealt with that-by

practicing a search on demo and then doing it "for real" as a standard search a

luxury that we may not be able to afford in the future. The standard search promises

some relief in that situation. When we are more confident (with ourselves or the

subject of the search), we prefer coAtom, so that we can get the benefit of our effi-

ciency. The problem, I think, stems from the strangeness of having someone else,

in essence, pay for our time. I have worked other places where our time wak billed

to clients (not libraries but consulting organizations). After a little initial discomfort,

staff members learned to accept the idea that whatever time we spent was billable,

that mistakes, false starts, and inefficiency were a part of any human activity.

If we did enough DLALOG searches, we would eventually realize that no search is

flawless, and that the flailing around that we do sometimes is a legitimate part of

the search.
De h

6 6
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We have had a number of people in flbiary systems around the Twi Cities inquire
as to nonfee use of the terminal. Up to the present, we have limited use to fee-

paying INFORM clients. In 1977 a pilot study of free online searching for the general

patron will be undertaken. The subject librarians will be responsible for determining
whether a terminal search is the most cost;-effective way of answering a question.
Wo are finding that the average search cost runs $20 to $25 for a client, not including

our INFORM librarian fee. (We have had searches ranging from $5 to several hundred
dollars.). It is such a reasonable price that I feel that online searching is a tool that
should be available in libraries everywhere.

Vantinc

With roforence to r use of DIALOG to answer reference questions, I continually

worried about the fairness of charging some patrons and not charging others. The
criterion sometimes mentioned as the appropriate guide use online search only

"to save time" is not workable in actual practice. I found myself looking at the

patron's address to get an idea as to whether he or she could afford online search.
This affected my decision as Lo whether a full online search was recommended or not.

Thomas

We are concerned more than the public about charging a fee for searches. The public

seems to be able to separate the online service from our free reference service.
We arc going to have to set up a fund, though, to handle the times when we use online

arch for our own reference questions and for bibliographic searches.
Kristofferson

Houston Public Library has a long history of doing indepth reference work for our

patrons for free. This includes, of course, literature. searching. If these manual

searches are successful, then electronic searchingis not necessary. .This approach

(doing manual searching first) certainly does affect the use Of DIALOG.

must strongly question Alice Ah m's choice of words (Vol. II, Evaluation Results,

Appendix D) when she referred to the "attitude" of the HPL staff with regard o a

fee-based service. Houston Public Library has no difficulty at all in charging for

67
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patron use of online computer time. If a patron _ient wants, a literature search via

computer, he will have to pay for it. A library ( oes not have to have a 'fee-based

service" before they can have DIALOG, nor must they have DIALOG before they have

a fee service.
Landtroop
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13. 4 TRA AND ALLOCATION OF STAFF USENG ONLINE SEARCH

B. 4. 1 Training Programs

1 that the most beneficial training session would consist of two or three people at

most with an experienced trainer some time after they have read the manuals. We

are intelligent enough to absorb the basic idea of how the system works from the
printed material; in the`future it might be more valuable to read it first. At the

training session one could discuss the finer pothts and have hands-on training.

There should be training beyond the initial o - or two-day session, preferably after

the librarian has used the system for awhile. Advanced training should be offered

un-Joeation, since librarians find it hard to get away. It should occur once a year

or maybe every six months. A minimum of three people should be trained to cover

absence due to illness, job change, and differences in subject interest.

vns very difficult for us to become acquainted with the new data bases when w-e,

not familiar with them in hard copy. For example, we were familiar with

Foundation Center materials, so it was easy to use it in the online form. But when

we dealt with Chemical Industry Notes or Oceanic Abstracts, we weren't

familiar with, we no longer were confident about- what we were doing.
Sakai

My training as a DJALJOG operator began four months into the fee period. The initial
trainingwas done by an experienced operator who explained the key-commands and

gave a demonstration on the terminal to illustrate their use. Although encouraged

to use demo time to practice with DIALOU , this brief introduction did not give me

enough confidence t( do MOIT than Ono or two practice searches.

About 1hr.e weeks after the in-house hai ni rig seisiori , a Lockheec sponsorm work-

shop lor novice DIALOG operators was given in Palo Alto. This workshop was 'Tory

helphil. II presented a comprehensive -review of basic IN/ search commands

;fad tet !maples, thus sutunctrizinp, hil: NMI pjecrr, of key inrornulibin given me by

1 0
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other operators or picked up on my own. In addition, there was a chance-for hands-on

practice with DIALOG terminals, which reinforced the Lnformation given earlier in

the workshop. Although in-house training is useful, it is no substitute for a formalized

practice session workshop.

Shortly after at ending this workshop, I began doing fee searches. I did very few

demo searches for practice. In contrast to other operators who began doing fee

searches after some months of practice during the nonfee period, I was doing fee

searches with very little prior experience. As a result, my first fee searches were

rather poor. Errors were made hi typing, command syntax, and search logic. These

searches took twice as long to do as comparable searches done by experienced oper-

ators. I had trouble keeping track of the commands given and sets manipulated

earlier in the search, and often had to go back and retrace previous steps. The fact

that my inexperience was costing the DIALOG patron money only served to increase

my nervougness and unease during those first fee searches.

Nevertheless, I was learning. After a dozen fee searches, my search time dropped

while my confidence and effectiveness rose. Soon, being a DIALOG operator became

an enjoyable occupation, and has remained so every since.

Becoming a DIALOG operator in the middle of the fee period was not easy. Despite

training sessions and demo time available for DIALOG practice, DIALOG proficiency

can be gained only by doing patron-initiated searches. Ljust regret that those patrons

for whom I did my first fee searches had to unknowingly subsidize my DIALOO

education.
Johnson

Since I knew nothing about computers or set theory, I didn't have the fo,;.gies

what was going on initially. I felt that I didn't`have enough time to train on tile

minals. Mother training session that came one month to si"eeks later was of some

value, but we should have had another followup a month after that. When we went

to the workshop in May 1975, aimnost aL the end of the free period, we learned about

things that we had never heard atnnit berore (neldng, For exmnple).

7 0 llolthy
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One of the major prthlems that I foresee for our contbmed use of online search is

that of not having enough searches to keep our skills current. We have seen how

rapidly we get rusty, and how difficult it is to pick up on new bases if we have no

pressing need to use them. It is also likely that the money for training and for prac-

ticing online will be cut down or eliminated from the budget. But, they are essential

in order to keep us even modestly competent, especially with new bases mid search

features being added all the time.
DeWath

B 4. 2 Staffing Arrangements

Staffing has been the biggest problem created by online search at San Jose. Since

we did not add any extra staff for onithe search, we began to feel the strain as DIALOG

requests increased from San Jose State University'students. Fortunately, we had

help from a SJSU library school student who received units for her work. Linda

Erickson helped us through our busy free period.

During the period when fees were charged, the four operators were able to handle

about fifty requests a month comfortably. Each of the operators specialized in a

couple\ of data bases, assigned according to the operator's strengths. However, wd

conduct nost of our searches in ERIC, a result of our high student usage'.

hink it would be better to have a staff meMber assigned full time to do all the

searehes. That person would be able to study and receive advanced training in each

data base and thereby do more skilled searching. Online search service takes time.

vol every minute online, wi operator spends three minutes-offline. ,This time does

not include the numerous inquiries we receive. Staffing is a serious consideration in

deciding to offer online search,

We were neVer overw elmtd bY the Wof (load, but Our staffing a rrangenicn

floxible than those of a library which roust staff a reference desk. We did have _some

hihti pruldernH kVith distrihaibn of requests ;uuong the s Wc leave requests in

7 i
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an in-box until someone picks hem up to work on them. Occasionally a request

_would_get bypassed (especially a messy one), with everyone thiitking that someone

else would do-it but_that is more a function of our way of distributing workload,-

than anything directly related to-online search. We have talked about assigning
irequests, either in strict rotation or according to different subjects, but the staff

. . .
was unammous in its feelmg that the current procedure was preferable, both in terms

of distributing the workload fairly and getting the searches done with the least delay.

We have avoided assigning specific bases to individual searchers, because that would

mean a heavy load for people doing the popular bases, and could mean that a request

would need to be done in a hurry without the "appropriate" person being available to

do it. However, that would make it easier to keep up-to-date on changes in the

bases.
DeWa

B.4.3 Nu her of Operators

From the User's point of view, I suggest that a single operator be utilized. A single

operator ban become a specialist; he gains more expertise by doing more searches.

This sy tem is preferable to spreading out the searches among many operators.
MeEWen

It is important thk there not be too many operators because then you have a lot of

people who have only a surface Imowledge of how to perform searches. Om the other

hand, one ,operater does not work out well in a public library situation. It iis difficult

for one person to cover many subject areas, and from a staffing point of view, it

doesn't work out well due to illness, vacation etc.
Kristofferson

tuff i\ttlLucle and Ab lity

The key to a Blicecti Ail online oavch operation is the staU. If the people who will

be working with it are not enthusiastic, the use of online search service anywhere iS

almost guaranteed to fail. The patrons know of online search only through us, t;o

7 2
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if we are skeptical or reluetan or not interested in the pa on's question, the patron
will pick that up. .11 we aren't- convinced of its value, we can't sell the patron on it;

but, on the other hand, if we seem confident that we have, gotten from DIALOG the

best it can provide, however much or little, the patron is confident that the search

has been as successful as possible.
DeWat

The attitude of the staff and administration must be supportive when a library decides

to offer online search. Many of our early problems intensified because of a poor

attitude. As our attitudes changed, the problems with fees, workload, and terminal/

computer became.manageable. It's because of this positive, supportive attitude of

the operators and of administration that DIALOG will continue for a third year-a

San Jose Public Library.
Sakal

Fasc nating tool but you always wonder if you have all the material from that data

base. If your search strategy had been different would you have retrieved more or

less or even the same citations?
MeEwen

I question the validity of the time sheets where we recorded time spent in the inter-

view and follovrap I am quite sure that none of us put down the full time we didn't

want to think we spent this much time on this activity or that it actually took that

long to wrap up a search.

13.4.5 Inte=rlibrary Cooperation

An al

acts as

te the kind of arrangement that we have now is one in which one library

entral search facility for a large number of libraries, in a more formal

arrangement than we now have in CIN. We have huI so little participation from

special libraries in CIN that I suspect that they never learned enough about DIALOG

and/or the MAUD project. Including a larger area, espeCially S8JI Frallei SCO

7 3
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would probably increase the use tremendously. The question would arise, how would

the cost be shared, particularly the staff costs. In the East Bay, the public libraries

are trying an-arrangement whereby online search requests are sent to U. . . It will

be interesting to see how thaL works out, especially since the public librarians have

been given no special training regarding the kinds of requests that are appropriate.
DeWath

7 4
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B.5 USE OF DIALOG FOR REFERENCE

B.5.1 Reference Use

Online searching opens up a new vis a for the smaller library as well as the research
library. It provides the small library with capabilities that they never had before
and enables them to provide better service to the public. I would recommend online

searching to any library that can afford it, no matter how small the librau.'ffeel
that it is a tool that can enhance their collection immeasurably.

Interlibrary loan and other networking situations make it possible for people to get
copies of needed materials at little or no cost. This means that online bibliographic
searching enables the person having access to a very small collection to find out wha
is available and begin to do a really decent literature search. It may take them a little

longer to obtain source materials that arent immediately_ available, but it is well

worth it.
Vantine

The ability to do full-text searching has made it/relatively easy to verify a biblio-
graphic citation when only limited information is supplied by the patron. The "hit"
rate for such searches is high which means that a special collection like Municipal '

Reference has an additional tool in helping a ometimes demanding clientele.
Luchessi

DIALOG was used for In- ye than -initiate relles We a..4 'Pins iccanie

interested in the possible pses of tm informatJon retricvul ystcifl in daily public

library 'reference work, bibliographic verification luid searching for pceiIJc

answer. More time is neLded to determine whether a itystein such as DIALOG is a
,

useful referencie tool. It is unfortunate that ,there is no current study being condlieted

on this aspect.
I

We tried using !)IA LOG In our reIorenm work. That la, we nsed it to ind a 4jmei1ie
!

answer Le a ti :L ILR i .y. It Wtit4 tISod to :.--4;IVO StfilT Lillie iti sear c hing indi a Li uid
I

I
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makthz available specialized indices. Our "hit" rate, unstatistically speaking was

about 25 percent. It was hoped that the full-text capability of DIALOG would zero

in on the specific topic. We need to do more reference searches on DIALOG before
any decision can be made about its usefulness in public library reference.

Sakai

Five of us received a one day DIALOG training session at the library in August.
After the training session, we practiced diligently for a while and talked with our
friends here in the Twin Cities who had the system, trying to find out how to best

use the system.

Originally we li ited online searches to those that we loiew would be successful
i.e., those that we could plan a strategy for, and for which there was a data base

we knew had the material. We did not do much in September and October because

none of the INFORM questions seemed suitable for online search. However, our
searches in November indicated that there was a great deal of information in the bases

which could be retrieved once we became more base oriented.

Because of a n wspaper article in September describing INFORM and our online search

capabilities, the request for our service increased quite a bit. People were interested

to see what the computer could do for them. As thg number of searches on the system

increased, cur proficiency incr eased; we used the logic more effectively, trimcated

more efficiently, and began to understand the peculiarites of each data base better.
Our searching results then began to show a noticeable improvement.

DIALOG added new bases such as Science Citatio index tuid 1)issertation Abstra

we were able to do searches that we had not been able Lo do previously, and we
developed additional skills for Chem Abstracts and for NTIS which have been most

We feel that A LOG enhanced the su rviec that Nc provide our paying clients many-

fold. It has ovided an efficient, interesting, and informative backup service to

LC K HELD AL
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the`kinds of research that we already do. It has also enabled us to handle questions

that forperly we would have had to subcontract because of a lack of sufficient

resources.
Vantine

13.5.2 Data Baees

We find NTIS most valuable it provides us with iniormation that gives us good leads

to other sources. 'We have found it a fast, efficient base to search, and we've had

excellent results. We're gaining more experience in CAIN and like that base very

much also.

tt

Psych Abstracts has also been invaluable. It is a difficult base to search manually
and we can find a great deal of material online that would not be cost effective to

obtain by manual search. We had never realized the wealth of material in Psych

Abstracts until we used it in the line form. The Foundations data bases have been

of great use to our Sociology Department which is a regional repository for these

materials as well as to INFORM.

The one frustration we have had in using the system is that Food Technology Abstracts

is not online in DIALOG. It is something we use constantly and it is very cumbersome

to use manually. There are so many cross checks that have to be done that we would

really appreciate having online access. If Food Technology Abstracts had been online

we would have easily doubled the number of searches during the trial period.
Vantine

IALOG provides several files which are useful for urban research. The most per-

tinent is probably NTIS which, with its strong base of government-sponsored research,

covers many areas of interest to municipal managers. In recent months, for example;
San Jose Municipal Reference Library has conducted searches in NTIS or city stuff on

such subjects as computer design pf sewer systems, pedestrian safety, urban goods

transportation, bus transportation, energy conservation in buildings, and health needs

assessment. The results of our searches In NTIS have generally boon very good, and

the flexibility of search techniques has greatly simplified access to that body of report

7
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literature. Other files, such as Compendex or ABI, which focus on certain aspects

of public works, personnel management, administration, finance, and the like, are

also valuable in supporting an urban affairs reference service.
Luchessi

Our biggest problem is not having information nbout the data bases. Data bases

have been added and we have not received instructional material until several months

afterward. We have not had specific training in the use of most data bases. Pre-

dieasts was on for a year before W e learned how to\operate it: There are some new

bases online for which we'may be using the wrong techniques because we are basing

our approach on the brief blurb that was in the Chronolog.

Individual thesauri for each dat base would be a big.help.

Doudell

MeEwen

Having Lockheed staff as close as a local phone call has been helpfuL Upon occasion

we have asked for help in more technical data bases.
McEwen

13.5. 3 Presence ,of Patrons During Search

One point that should be emphasized is thc importance of performing searches with

the patron in attendance. From our experience it works much better; one knows

,xaetly what the patron wants.

B.5.4 Leen on of Terminal as Factor in Use

We are one library in ,,_ group ol 13 countvai . , Alti 3ugh we have sent these
'N '

libraries promotional material, we have net been receiving numy questions from them.

Most people who have come in for searches either have cOntaCted us directly or are

7 8
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people who regularly use oUr library. The fact that the computer terminal is not
physically present at these other libraries seems to make a difference.

D udel

I believe that the patron is more attracted to online search if the terminal is located
in his local branch. We were surprised that when we mentioned the possibility of
using the more expensive TWX for the third year, we had somespatrens who imme-
diately volunteered that they were willing to pay the extra cost rather than go to a

more distant library.
t Thomas

13.5.5 Use of Offline Printing

We rarely use offline printing. We feel that the three or four days br waiting for a-
,

printout is a detriment for most of our questions. We use offline p'rintthg only when

we have long-term projects or when the person indicates they really do not have

immediate deadlines. Three or four days is too long if you are inerested in a
business question. The businessman generally waits too long to isk the question,

and he must have his mswers as rapidly as possible.

B 5.6 Record Keeping

Vantine

Our major problem has been reconciling our Lockheed/DIALO9 invoice against the

amount wc collected from the patron. A usage log containing date, data base, time,
search number, and cost was a necessary record for verifying the DLALOG invoice.
It would be better if the cost could be provided by DIALOG along with the online

time at the completion of each search.*
Sakai

One of the difficulties we experienced was the record keeping.. We have 11,_

logs to keel and the monthly reports to prepare. Also, one of the biggest pains is

*DTA LOG now provides the cost infort ation online
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computtng the cost of each search for each data base. We recommend that an online

search service should indicate the cost for each search. The different costs for

each data base leads to time-consuming computation, and also leads to errors. We

seem to spend as much time computing the cost Of a search as doing the actual search

online.
Ho tby

7 Reliability of Service

Tymshare and Telenet give us more reliability problems than DIALOG does. We

lave only been inconvenienced once by a DIALOG crash; the other times we have had

a connection problem. In general, we have had very good service indeed.
Vantine

B.6 NEED FOR PUBLICITY TO PRO OTE USE OF DIALOG

B.6.1 Publicity to Library Sta

It is important to establish a base of support within the library by naming training

sessions for librarians who might forward questions to the search center. It is

important that staff members not feel left out. They should not regard the onlin

search system as a special tool closed to them, but as something that has practical

application for every reference librarian.

We had ten or twelve introductory sessions for staff members of any level who were

interested, from the janitors right up to the director. We had a total of sii-:ty or

seventy people who attended, out a a staff of 220. I explained the online system to

them and how it is used, and we ran demonstration searches. Each department was

asked if there was a professional staff member who was interested in online searehii

About twelve librariEms were then trained more intensively on how one sets up a

search strategy and were given time to practice on the terminal. Some of these

persons have practiced and some have not.

8 0
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Regarding guidelines for public libraries considering online service, I would empha-

size making librarians familiar ruid comfortable with the service through demonstra-

tions in small groups and in familiar subject areas. Once the librarians are
enthusiastic (as most of them are after having seen successful demonstrations

likely search topics seem to flow in.
Neufeld

It should be pointed out that all of the rtaff members here have enough knowledge of

online search to be able to answer patron questions about the system when the search

staff is not available.
son

B.Q.2 iblicity to Other Libr,

Branch librarians will also remain a problem forever more. They don't care enough

to spend the time to learn enough to take the initiative in generating online search

requests and will have to be relied on merely as a pipeline for users who have already

decided that they want DIALOG searches. -They simply have too many other things to

worry abont; DLA.LOG is too low a priority. Most, however, are willing to relay a

request,: now that they have tried it a few ti nes and no one has bitten them.
DeWath

It may be that we should pralhdp more information to the librarians in these other

libraries so_ that they will have a better idea of what online search is, find what it

ean supply. Although I don't operate the terminal, the little leiowledge that I have is

important in that it helps me answer questions about online search when I am at the

reference desk. Those who are not familiar with online search can have an erroneous

idea of what the true capabilities of the system are with respect.to a given question.
Thompson

We fuel that the time was not sufficient to make all librarians aware of the ways in

which the program could be of service to them and to their users. We have not yet

succeeded in reaching the entire potential clientele but think we will in time. I

81
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think the committee and the board are convinced the service is wor hwile. More

spadework has to be done to remove objections of librarians to charging for services,

and hesitation to suggest methods with which they are not familiar, but this too is

easing with time.
Neufeld

Beside the newspaper article, we have done no outside publicizing of the online ser-

vice other than at meetings _such 'as the local SLA chapter, the American Law

-Librarians Association, and an American Marketing Association seminal' on trifor-

mation retrieval-. We have also discussed the servi9e with librarians througLoiA this

region. We try to make users aware that online service is necessary if you are

really going to do a good job for most business and technical questions.
Vantine

B.6.3 Publicity to Patrons and the Community

We have r)ot used handouts or other printed material for the public. However, we

have taken the opporttmity, whenever possible, of performing demonstrations lor

business people. When we receive an inquiry from corporations concerning the

system, we try to arrange for a demonstration. There has been an increasing and

continuing intereSt in what is available online. If we feel that an on ine search is

relevant to a question, then we mention this to the client indicating the possible

results of the search and the possible cost. in nine times out of ten, the client is

interested in the computer search.
Vantine

We had discouraged publicity because we -dn't have the s aff to handle more questions,

but publicity is a chicken-and-egg situation if you don't have the support for the

staff, you can't publicize the service; but if you don't publicize the service, you don't

get the demand and you can't get support for the staff. We may have to go through a

bad period of pushing the service, contacting business, technical, and professional

groups in order to build usage. Then, wc can attempt to charge afee to cover staff

time. we have not pui)licinzec way Redwood Cit., ha - rtnd still the word has
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About 50-pereent ol our searches are tor business ci itele, but there is

havc to be a lot more j!bi ic 'Lv it we wahi ouote I

mtiai users.

c, to reach all

Thouras

Publicity will remain a problem toreVer inure. Mu:A.1)001)1e don't ced onlmo se:u.'cl es

frequently enough to quality as repoat users. We'll always be tryimi g to find and sell

aow users. Fewer users (fewer !an during the free period) mean less word-of-mouth

publicity, which still accounts for most of °in'. busine
De\Vatl

We have some patrons who are computer experts who know exactly how the sy,

will work and what they want when they eome 111 Wo have the opposite extreme of

people who I-mow nothing about computers and who are unsure as to how to exproSS

their requirements. We therefore'spend a lot of time explaining how online search

works and what is required, and we make this explanation over and over again. The

examples in our handouts have not been thorough enough to give patrons an idea of

what the steps are.Ln formulating a search stritegy. It would be nice if they could

look at something before they come in. Usually we must pull out a search that we

have already done to show them how the system works. Many times they still don't

undersinnd, making it difficult to produce a satisfactory search.

'E THE USERS ( DNUSEP

Doudell

Our ex 7lenc_. halted so rut eh by the user - college students doing term papers

mses - where . just want tc include. I had a feeling

of them would never look up the actual aetwi e or docuraent, hut would,just add

the full list as their bibliography. Although this was not true of ail ca6es, the nmjer'

gave me this feeling.

8 3
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The response from een favorable,

used it, hut najerity UI. Our NiVn

mean less than overwlicl m h g the world is not boa

as more data t 908 are added DIALOG will appeal to more people, but it will still

appeal mainly to scholars and researchers, and to people whose businesses are

directly related to subjects covered by DIALOG- These are not the people who

the backbone of the public library, much as we like to believe-that they are few

scholars and researchers think of the public library as-a resource. We would like

to change that, and DIALOG can help us to change that, but it is a long, slow change.

DeWath

L_

from those \vho have actually

Inverahlr,
to Our door. No douht

We have worked with the Municipal Information Library to answer questions posed t

the mayor and other city officials. There is active t from our city.officials.

They are aware that a tool is available to locate important information for their needs

in a short time.
Vantine

There may he more referral from bra cilcs than we realize, since some of the

patrons who call us directly may have been directed to us by their branch librari
Thomas

Our county librarian, Barbara, Campbell, felt that it va

Search for thd county departments since they provide c

portant te provi free

'vices to.us. We

were disappointed in the degree of county interest. Only the Planning and Public

Works Departments came to our demontratiorw; there are still many departments

at apparently have not discovered what we can provide through online search.

Nevertheless, we have done a fair number of searches for Planning and Public Works

and also for the Health Department.
Thomas

We went to the county offices and gave a number-of,,Demonstrations. We haven't

charged the county departments for anylof the, searches that we have run. However

we have,not received the response that we though we would have.

8 4
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to the county as one outsiii source of demand 'in the future, tind we 'lad thought

that a demand would develop and that tintv ought hitt') with some funding 1,, he

future. This was a big disappointment to us,
1101 thy

13, ul3 ADDITIONAL COMMENTS

This section prose -its additional jlomments that arrived too late to he incorporated

into the previous topic format.

Lit3a H. Nael, Head, Adult Reference and Reader's Advisory Services, .dwood City

Public Library

Serving- population approximately :=J5, ono, Re-lwood City Public Liln.ary

rooio library situated downtown, a hranch in a residential area, and support:- :t

library in a community center.

Ourcornputurlerminu) was allocated to the Redwood City Pilblic'.1.,ibrafy, (hence attor

referred to as ItCPL) which Nva:: piNeed in tile main lih:iry reteri,n`ee/reading room.

The terminal is Western Union Data Serviccs 300_Ipura.rt Priaier at 30 characters

per sccoml and is not port:dile. Althouiji we do not enforce .!-iiit'ure (2(02, V:`,0

rectiaved so many complaints about the noise Ow ,tielt while in ser-vice,,

NSF agned to prov;ilit an acoustical cover the machine:, the cover was

i
,nstail eu, we have bad no complaints about the noise.

Ihu HCPL reference staff is five librarians C''ncluW11:, thp upit =.,nperyiser) All five

librarians are searchers on the DIALOG systeirm. Each librarian attended one

introdudtory workshop on emnpUter sei'1.-reii techniques, Any additional skills

have been acquired by experience and the MalliAlth- provided by Locklwed

Information Systems.

The five librarians are, generalists, although orlit stall member, Mr. Thomas

has a moret'--specialized knowledge of business, stieticct,, and technolog=y than the othcrs,.
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until February I97(;, 11CPI., ran the computerized inforniation i cirn-val system on a

drop-in h:n-ic, Put ihe dag of a search strategy and the explanations to the patron

took up so much time began to require. that appointments be made. The computer

is online only until 5:00 p. m. Monday through Friday Pacific Standard Time, and noon

on -.'aturdays. Friclaysiiul Saturdk were not good days to run DIALOG s Tiles as

RCN_ is short-staffed on those two day_ :.ach week, due to , weekend schedules.

Since June, 1075, we fowid that most DIALOG syste users were graduate students

doing research pa ers or dissertations. Few users were repeaters. Somo_business

firms, primarily engineering firms, used the DIALOG system at RCP-I Most users

of our DIALOG services were not Redwood City residents, nor wore thoy employed

ill RiAiwood City. In fact, a0 of the users did not reside or work in our minty.

"Fin, nmximum number of searches we ran any one mouth was ,, the minimum was

We found that the st:iff Spent imywhere from 10 minutes to one-and-one-lull

hours

tried

tilling the DIA 1,0G.system-and planning a search with a patron.

e patrons to he with the seatcher when we ran their searches.

cliaiiirig for our services made us perhaps too aware of the cost-

_s-of the searching. Ve thus spent a great deal of time preplanning MI ruhes

and .then running a very tight, preplanned krategy on the computer. Many

T---far DIALOG iervie( because it cost less tha

Frequently patrons asked us tJlitrdt die cost of their search to unc

, This rectiwst increased the anxiety of the I ibear ian who often felt her

standing of the data bases loft much to de

was paying for.

ro ease this an
allocated in
the search in the wrong ha

I

,

l has.expanded from 2(

1 L' loaded onto the system,

c and the patrdnwould not get what he

fair to the patroi I ould rccom mend that money be

the cost of errors made by searchers (such as running

_d over 30 in less th, 111011tilS, As

C:,13L became sure of our

;1111 iiS lii meet lntl'un requests. Som, of the files-were problenis bedause none of

8 6
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us have eith the subject knowledge to understaiicl the search request or an- under-

standing of the standards and procedures used in compiling ilw index or abstract

services being tapped, hi bases like BIOS'S we had problems comprehending the

different codes mid deciding how to combine them to "hitt, vliut our patron was

seeking. In-my opinion, libraries who offer this type of service will have to send

their searchers to indepth training sessions on the structure of the data files and

:0 advanced workshops on computer manipulat on. Libraries will have to

budget time and money to send their searchers to the various seminars offered by

the "publishers" of the different data bases. Costs range from no charge to $150

or move per person per Session.

The five ns who provided DIALOG services at the P ed\ d City ul

Library have conic to some conclusions about the services. NAhile the idea

computerized information retrieval is very exciting, the DIALOG, bases are

-ialized bibliographic tools, and too costly to be used by the general public

believe these data- bases probably are put tc better, more frequent use in i 14

library. aur medium-size library does nc% t aave the periodical and document.

collections to provide the materials cited in the bibliographies obtained through the

computer, This lack means that our patrOns either hnve to wait for us to obtain the

desired material by interlit ary loan or they go to 4-mother source. If the Header's

Guide to Periodical Literature were Coniiiuterizcd or local statistics stwh a6 the

g r

crime rates i I think information retrieval services would be used by nod

City residents. The DIALOG data system is not the ideal one we should, be offering.

Although we started this project with great enthusiasm, we find that we do not. have

enough staff to offer as good a computerized info' mation retrieval service as should

be possible with DIALOG. We do not have the time to lake several hours each week

..-to study the manuals and to practice on the equipment.

__ALOG did not lea_ to an 4,1creased use of our library as a unit by cc inmunity

residents formerly not libralcy users. Most DIALOG users came to our library for

that purpose only: to get a done.
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-At the end of the NSF gran 1)IALOG services were discontinued at the
However, wo did pinRedwood-C4 Public -Library for the reaso l'ye described.

an invaluable experience in the use ol computers in the library. Additionally, we

reinforced a nti illuill'OVUd l' trchillifill Workillr-, Clut i,eareh

requests with DIALOG useys. Ve hope that \\lien data bases that we feel can be

more appropriately used in a SfllaII library aro computerized Una we will he able to

offer such services igaill. Mr. ()sear Firschein was most. helpful tu us ihi-oughout

the NSV project as were his colleagues in Lockheed Customer Services.

Barbara J. Can phell County Libralian, Coun Clara

The Santa Clara County Library through our membership in Lho Cooperative Infor ation

Network (C1N) was invited to participate in the experiment to show the value of the

DIALOG service in a public library setting.

SeVL ral very positive results can be identified. First, in my mind, is an expansio
in visibility :0 different segments of our communities. It seems increasingly apparent
to me that if libraries are going to "make it" during the next decade_ in the scramble
for the limited available funds, the library program must be made mc,:e vital and
important to the community and particularly to the community leaders thi-ise con-

trolling the funds. DLALOG helps dramatically in this area. A segment of our public
discovered that the modern public library has a sophistication beyond what they had
imagined. Equally important in our case, major -segments of County government were
made aware of DIALOG's value, and I expect this to have very favorable long-i'ange

impact. This happens to be a current "soap-box" of min,2 that libraries must use
every conceivable way to beconie important to their communities. DLALOG helps.

Second are the benefits to the staff. Our staff, while le-ling pushed and pulled,
enjoyed the experience the challenge, the opportunity for professional growth, and
the pride in offering a new depth of sexy' c.

8 8
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,.xpla in why vt Iropped ft progran

we are involved in co itive

Library System. 'flu, Santa Clara County Library is ;

1 C-_ 502595

En our area, as in Aaces,

and w'e ;ire active in ot r South Bay Coupe i alive

:oup of community Iihrdrics

My hope is that we will offer the best in direct community library s rvice, given

limited funds. This ycr r we have had to face program cuts to balance to available

hinds. hi the D1ALO( eXh)vrilllCnt our County has had two termn 1 a, at our Cupertino

Library and at the San ..to:fo Public Library. Usage eitrrently supports one ter

for our region, andl feel we should follow the structure of our cooperative system.
-Therefc cc, the one terminal should be located at the San Jose Public Library.

As far as administering the program, any pressure was not on adminiatration, but on

staff, Our Department of Fituinc has always taken a most helpful attitude in working
oUt new programs in ti e titist direct and uii nipl icated way, so we had no problems

in sotUng up the program.

l'cause the staff wanted to give the service, they iii iniiiiized the problems, and tl-je-y

wi.frked out soluti

!Hiner L. Uletchec, City Librarian, City of San Jose, California

1 iIVC heen most iilvtsecl with the success of the DIALOG project.
experiment with ( -line information retrieyal, the project has been a valuable learning
experience for administrators and reference staff, as well as the general public. We
have been -' --n the opportunity to observe, first hand, the benefits of this highly
sophis_ieated service, and feel that a now dii.cnsion in library service has become
available to us and to our patrons.

At the o 2oncerns surfaced from our,point of view. First, the Coo tive

Information NetWork Board of Directors took on the project without getting Input to
any extent from the public libraries who would have to do the work. Second, Lockheed

fs-hesitant about releasing budgetary information about the project even though it was
-led by public funds.
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Du i:in g the re._ period the Immary problem ftteed was that of inadeitel

1The San ,Iose Library had lost licicieu.n positions in I97 I 75: ail ha' Nhlin

Bee-,111):e the fact I lcd cc tarrin,- hoen furnished thr mgh I lie NSio DIALOG grant,

already depleted staff r ; were lurther strained a-

de d service. A staff roc°

IALOG imcciiiiu a high-

:akin to lerndnate the e.\perimnent Iv; yr' d to

cll. Council chose to cwitinue the projcc4. Following this action, it be-

iecessary to adjust mid reschedule DIALOG service hours. it is clear that

taffing is a significant imetor in the success of DIALOG service. We would urge any

potential DU\ LOG user to -,ppropriato adequate additional funds for personnel prior to

stalling the service. Wo do cot feed that library patrons can benefit from the ser-

vice to the fullest extent if overall staffing resources aro strained. It follows, too,

that staff enthusiasm for DIALOG may wane under adverse staffing conditions.

e fee/nonfee issue in public libraries is a philesophical fuestion that was di scussed

thoroughly by San Jose Library administrators. The decision to charge lees was made

te City Librarian following this This was clear,choiee in view of the

it that, since no funds could be hucigetcil a nonfee decision would mean removal of

the sent' , a service which had proven itself valuable 1 ur patrons.

We have _been so favorably imj)rc.sc-ccd with the service and illIormcitioll available

through DIALOG that we are considern_g thy of an additional terminal for

our Municipal Ref- -= co Library which has just becii iiiovcil to City Hall from the

Main Library.

9 0
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AppendL

LIBRARY PARTICIPANTS IN THE STUDY
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C. 1 SAN MATEO COUNTY LiBRARY

Jam s W. Buckley, Coun y Librariip
o Anna M. Scott, Reference Coordinalor

o Nancy Lewis, Reference/DoeumentS Libra ian to another
Division 5/75)
Beth McNabb, Reference Librarian
Joan P. Tobias, Reference/Documents Librarian from 9/75 to date)

o Nancy DeWath, Reference Librarian (left project 5/70

o Wayne Smith, Reference Librarian

o Nancy Crabbe, San Mateo County Dept of Pu)lic Health & Welfare Librarian

o Evelyn Helmer, Public Information Coordinator
o Dennis Nolan, Staff Artist

Mr. Buckley gave his approval for our participation and encouraged usage and demon-

strations for County Branch Libraries Peninsula Library System Libraries, and for

County Government departments.

A n Scott, Nancy Lewis Nancy DeWath, and Beth McNabb were the first trained

-operators Nancy DeWath did most of the work in developing forms, logs, and

initial training of staff; All these reference librarians participated in demonstra-

tions in libraries, at organizational meetings, and in County departments. 'Wayne

Smith was the last librarian to receive training in the group of librarians on the staff

it_ the beginning of the project.

Joan Tobias received the training after she reported to the Reference Division and

has been a Dialog researcher ever since; she comple ed the Predicast special train-

ing course in December 1975.

Nancy Crabbe, librarian for a departmental library, was trained in DIALOG because

she was a heavy user and this reduced the workload on the Coimty Library Reference

Staff.
9 2
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F.; :Apt I- TIliner is the San I\laleu County Libra ry Public inforniation Coordinator and

kept up a !low of publicity for San Matu County Library. Dennis Nolan, staff artist,
contributed ideas for local displays and publicity brochures which serve to attract

attention.

All Lht peoplu lited contributed time and effort in support of the project as well as

the reniainder of the Reference, Division staff who had to cover while the Reference

Librarians were at training sessions and demonstrations.

Anna M. Scott
Reference CoOrdinator

C. 2 REDWOOD CITY PUBLIC LIBRARY

First Year: Sally Drew, Librarian HI
Thomas Nan Librarian
Dolores Icing, Librarian I
Alice-Tabari, Librarian I
Lucile Benedetti, Librarian I

Year: Lisa II. Naci, Librarian III
Thomas Kam , Librarian II

Lucile Benedetti, Librarian LI
Susan .Kaplan , . Librarian I
Linda Lindeen, Librarian

Each of these persons acted as interviewer, search operator, and did the followup

work with Dialog users.
In addition the Librarians LII coordinated assigmments kept the account books, and

made reports.

Lisa H. Naef
Head, Adult Re
Advisory Services

nce and Reade
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C.3 SAN JOSE PUBLIC LIBRARY

Beverly Chance, Office Supervisor, handled DIALOG invoice/billing

Rose Crimi, Administrative Services Officer, established administrative

procedure involving DIALOG

o Homer Fletcher, City Librarian, approved and suppor _d DIA OG

o Bob Johnson, Reference Librarian, DIALOG operator

o Charleen Kurotsuchi, Reference Librarian, DIALOG operator and DIALIB

liaison
Rob Luchessi, Reference Librarian DIALOG operator
Scotty .MeEwen, Reference Librarian, DIALOG operator

o Richard Rendler, Chief, Public Service, administrative liaison

o Charlotte Sakai, Reference Librarian DIALOG operator and DIALIB

liaison
o Katherine Devonshire, Typist Clerk, handled DIALOG printouts wid statistics

Dorotha Edwards, Typist Clerk, handled DIALOG printouts-and. statistics

C.4 SANTA CLARA COUNTY LIM_

Credits arc duo to:

Charlotte Sakai
DUMB Liaison

(CUPERTINO)

Barbara Campbell, Santa Clara County Librarian, for her agreement to allow partici

pation in the NSF Study, providing space and allowing staff time as needed for plamiing,

meetings, reports , workshops, and DL 0G demonstrations and searches as required

throughout the project, and for her enthusiastic support of the investigation of a new

dimension in library service.

Phyllis Levine, Supervisor of Adult Services, Santa Clara County Library, for her

participation in the organizm. g and planning of the project as it operated in the

Cupertino Library and elsewhere.

Lois Thomas, Reference Librarian, Santa Clara County Library, who, as head of

the Research Center, managod the DIALOG program at Cupertino Library.
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Allison floltby, who has been Chief Reporter for the Cupertino op- ution as well as

a DIALOG demonstrator and searcher, , and whose ideas as lArell as time and effort

contributed much to the program.

Charlotte Doudell, whose skill and previous knowie

great plus to the project at Cupertino.

e of machine searching ad d a

Eric Kristoffers -n, whose scientific background coupled with know edge of automated
retrieval systems promoted a high degree of expertise in the Cupertino program,

Dale _Thon who , as Regional Librarian in charge of Cupertino Library, has
constantly coped witnadjusting schedules and workloads to permit DIALOG to opera c
smoothly for the benefit of patrons and the project.

_qlierlyill,_leutori, now with Richmond-Public Library, who enthusiastically participatod

in the..early stages of the program at Cupertino, giving demonstrations and conducting
searches.

.alary.Ferber, now Order Librarian for Santa Clara County, who devoted time and
energy to the Cupertino program in- the first months of the project, .giving demon-

strations and conducting searches.

b.i M

Lois homas
Head, Research Center

NEAPOLIS PUBLIC IN (INFORM)

O Jeseph Kimbrough, Director
o Carol L. Vantine-INFORM Librarian
o Carol II. Jurusik-INFORM Librarian
o Amy E. Raedeke-INFORM Librarian

9 5
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C. 6 CLEVELAND PUBLIC LIBRARY

LMSC -D502595

_I's FOR A FEE)

o Ervin J. Gaines, Director
o Ethel L. Robinson, Head of Main Library
o Jean Davenport, Facts for a Fee Consultant

C. 7 HOUSTON PUBLIC LIBRAUY

o David M. Henington, Director
o Ann Landtroop, Head, Business, Science and Technology

C. S LONG ISLAND LIBRARY RESOURCES COUNCIL

David Wilder, Director
o Judith B. Neufeld, Assistant r ie Director

9
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'Appendix F
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This appendLx pre Public Library pr
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ures for fee collection,
The precodurei3.are typical of the accounting chores required of the lay arian:

crry OF SAN JOSE, LIBRARY DEPARTMENT PROCEDURE FOR ACCEPTING

MONEY FOR DIALOG SEARCII

DIALOG Opera

Explains the two types of DIALOG searches available, a d determines the
type of search the patron wants.
Records information requested in DIALOG Search Log cxcet for the time
and amount.

Fills in type of search dates, amount, search number and sig-nature, on
two-part DIALOG Search Agreement, Forn -54G.

patron sigh agreement :out take
rn Desk.

Return Desk Staff

plicate cops, to the CeeiI regrAcr

l ing up $0.00 for Seare Aisto- Search using

"Nu key On cash register to record fee (Revenue
a. Returns Search Agreement to the patron along with the cash roc

Instructs pairon to return the copy of the agreement with the cash

register to the A LOG Operator.

1)1" I OG Oporator

Records receipt number on original and duol iopy e 0 rch Arce-

111(!01.

l vi ill rieureh.

ndard f-ieirch Only. Give seare II in ion LU F

nrioutt sea r agrc in file to he t-,,ent to tilt Offic[

at the end of h mouth.

111.,1i,()( ; :itor

Cu I in Sin irch ( )nly. --;1111trael.:; ';:f")!-) 00 (l('I)o150 from amount of nea di and

I il I in 1):11:ince due on -nynal NMI et! :linler copies -eh a ,T 1,--

I It llfI !1i l'Al 0 AI I( ) Iii iAI,'r$I LAiiIAjCiy
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Ask:-. patron to take search agreement to the cash register at the Return
Desk, Day halance due, and return it with the cah register receipt to
receive search information.

Return Desk Staff

I. Rings in balance due and retwns search a 'ement with the cash registc-.

receipt to the patron.
o DIA LOG Operator

1. Records receipt number on original and duplicate copy 01 Search Agree-

2. Gives search information to patron.

3. Files original search agreement in file to be sent to the Business Office

at the end of each month.

SFA UCH .ANOTIlBli CITY DEIJARTMENT

0 DIALOG Operator

,A-.,,ks employee requesting the search what account code the should

he charged ;_igainst.

2. (Verify Department approval hy phone).
rills out I)I,11.,OG Search Agreement and : Ads account code On forn1 ku

chxrgeb//uk.
4. Has employee sign.

Proceeds with search.
Adds lialaiies due if a CLI;-it()til requer.ted.

'1. Gives employee duplicate copy (il- agreement and search information.

",.. Hies original search agreement m hie to he -;(_.111 to the Nuoileu:-; Witco

al the end of caul) month.

oper,o,,r

I. keep:., a running I hour:: :old eutp uearehep when up p

I ()LIKIII I r) I'AI ALTO MIL-it. AM II I AIRMAILMV



FUNDS

L

Fills out refund slip provided by Lockhee(
Brings refund slips to the Business Office the follow

of SPD,

Busines- OtTice StaSf

Makes Xerox copy of refu
sends refund s rp to Lockheed for eret

Marks cor- refund slip "Uri
and attuches to SPD.

LNG ES_FROM LOCKIIEE i

preparation

' los "payment. appr ved,"

1. Routes by the second working day of the month the DIALOG Sea

unt copy of h log to the Busi ess Office for previous month,t-;

transactions.
Notifies Businesi-; Office 01 pendia

Itut Office Staff

C'tnitirsres r h mre,.rn of with invoice from I ,Ichced to determine cur-

rcet charges.
Stamps invoice royal and signs.

Makes :Kerr ot invoice.

Prorstre:i paymont voncher for :iiti,iiiit ol lay ic Charge

a.

/t00 I 07:

It .ter I Ind (late br my ieltiiiils for which we ui in: Hying

''Ii

orir,in:11 opv ol invoice to ,ittuI payliltilt votieliti.

tiles X( (.(1,11,( itt iiivoi mw h C(11)11.;', 01 It

(I kill I II l'Al Al It / lit ",1 Alit III All( )ldA lt
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Appel di- G

M1IETINGS AND PAI'ERS

1 I ;i

C. I

I I 111 I) PAt t A1,1 '.I Alt(11 AII,)14,A1()1?Y
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This apperidi pro, o!' tho meetings held .1.11c1 indicates ne kind of coordination

required in a project such xu this. A list of paper,t; presentor ndientes dissemic.a-

ol knowledge concerning tho project.

Li. 1.1:001)1,1,:ATI0N NIEET1NC'ci

May '17 1(17-1. Description of study to CTN meetmg, Palo Alto, Cal,

Juno .1.7, L974,. Discussion of agreconents with participating library bea.ds. "Fhose

agreernOntl-ri 1,'(_' re to be signed by the re!-Theelive cities and counties, and Lockheed,

4ulv Applied Communication Research made a presentation concerning the

data gathering plan training se.:.sion ior the librarians.

:July :;0, 1 tro.l. Coenoral 1111.'01111R 01. purticiputili Ilitrui-hs to initial expero.nces

with the system.

Angust:2_ Arrangement:i for opening eerernoon, San ...lose,

.August 13, 1_910. Publicit i',olninittee meeting at winch a recommendation w:.s, made

to (duploy a publicity cooniiiint.or.

Anost 190, Gene,!al meeting . participa rig libraries to k 1 Of

'bdrxnd l'CW101.,' 1"Vit.(1 t'VUlt1:1 1:1011 plan.

1971, (-)poning Ceremonies at San Public Library attended by city

digqiii-lrieH. City and County librarians, and 1\iiV and 1,(KtI(Itocci ropro:wnt:it

Atur--:t : 197:1. ( Ivor:;ight Como ittoo mecting to r( view progress to date.

September 1',),,,__11.1'T).! The heads of !he fitrlieipating libraries mot at the San Mateo
FAIneational lierearrit Crider (SMV1(C) Redwood City to discusii policy-matters

limit:0101w it) die uta of the system and Ihe problem of fee for i4erviee.

A Pricing Workinr, Croup war. e;--dahlished by till' I ihrNrieN, to deal with the

1:11 er (itio.:d

icloher 1 0, 19'1'1. 11elot-eitee 1 11)1..11 min; f ro on the participating libraries toei ;if the

1{edwouid City library I 1) 411!;c1,1;,;, ii ht. cv:i 1(1;11 i()11 (1110:',1 41111:1 In', 11(1 II) :;11:1

1 1 1 4 ' 1 1 I t ` i W I ! i t ; ;

I I1

;

()( 1.111 I l'Al I) Al 11) 1+1 '.1 Attl:111.A114.11?All41+Y,-, ,
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October 24,1974. Ferguson Helmer, and Firschein met at Stanford to discuss the
marketing effort status and aratq7 In-library publicity was to be stressed until
after January 1, a saturation campaign was planned for one community irk January -
February, and some in-library media presentations were considered.

October25 1974. C. Mick and A. Ali Wen (ACE ) met with H. N. Su mit t-Lnd 0.

Fir_qchein to discuss the user questionnaire and the evaluation plan.

October_ ,27, 1974. Frances Grant conducted an additional training period for reference

librarians of the participatMg libraries to bring them up to date on some of the new

data base.3 and to show some advanced search techniques.

No -ember 21: _A, _LI CIN Pi-esentati on, Skill ing Auditoriu_- Stanford lint.versity

R. K. Summit, O. Firsehein_. V. Grant, Lockheed; N. DeWath, Sim Mateo County

Library).

January_ 1975. Met_ -'_11-4 of the libra ians at Redwood Citv. Thi

study was di -_aisscd and Alice Ahlgren of ACR discussed the

iuest res.

iooper /1)eW a I

'hal 'es of

February 197 1\la 'ti ug o _ 2rsight Ct mini it lee Review of A ion Ina 1

arid the fee= --ser Palk-31(25 ta be used by the libraries,

March 19, 1975. Meeting at San Jose l'ubl _Ic Library to review the DeWatJi

study.

March 1975. Heads of libra inet and requested a :-iuhsidv because of iie:peeted

personnel costs.

April _7197. M .ting \vitt tuis of li raries CNN, and Lt dtee '-,1) . per

terminal hour subsidy was proposed lot obi to NSF.

,TuneA97_: Meeting of libra rums to discuss pay p rio ition

NoyAnlier 24, 1975. Oversight Committee meeting concerning the wd for planning

r the third year of (qiti itiuti it full fee, the need for follow-on studies o[ nontu-wrs,

a id the continued collodion of time and st data.

Februa r. y 197G i-it ACI Iti out- uato lil art itart cipating iii Andy.

Inne 1976 p:hi int ef, nu I inp; to I ex, to w 1 i draft ()I' I iiril rel

1 1 .)

( : I

I( (4 1111 III PA1 ) Al It) II a AU AII(rUA1()HY
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c. 2 PRESENTATIONS NT0

''---D502595

Computerized Retrieval Cornc. to Ow Public Library," Oscar Firsehelri, Lockheed
Information Systems; Evelyn Helmer, Publicity Consultant; Sally Drew. Redwood City
rel:Qronce librarian; and Nancy DcWath, San Mateo Comity reference librarian.
Area Chapter of the Amoriolin Soeietv for In frniation Science, 12 Dec1971.

ItComputer in a Public Library Sc _g, O. Firsehein and R. K, Summit,
COMCON 175_ IEEE Computer Socic, Sitfl Fraiiuieo, California , Feb 1975

"Factors AffciAing twice. 1_ the Public Library IT Alice E.
.Ahlgren, ASIS Midyear Inference, Portland, Oregon, Jun 1975

"Providin-- and Pricing Computerize in the Pu lie Library," Oscar Firsch
and Roger tiurranit, NSF colloquium, Stiatcies fur Improving Special Library Effect -
iveTt--- North".---- Jun 1977,

!Tontine Helriev al in a Public Library Setting,"
Speeitl LH-Jr:11'1e,-; ( hi'"itgo,

,r Suinnit and Firschein,
975

"Tile 1)EA1I F-oject," Fir=;chein, Inutitute oi Librar vi(e to the 13ut-;in

tcite Uniye or New York, Albany, N. N7. , 1970

illtic Se: -eh Seryi, in 'he I uhr Library: Pro

;1i vie; Library Ainnril ('tin iorene Franc:it-4'm, (7,:ilirorniii,

!ri,)

"Providin ihi I 9th! ic V: Il hi ( Aitcc:: ra hi i ()graph le Hcau Ras " ()soar

Fir:.chein and 1 ui ESA ,lapan Computer Conferenee, Tokyo, 111p:m,

1'111' 1 )1 A I I '';1.III1V 1c I.)).4 r II II) ii, 1 I) ) Engine rinp, 1011 ' ciii

N t Ii nip Ain., I!

I .1, 11)11/ I I) I. I II 1(1 I AM. II I AlIt MA II II?
SFP,,i I I OMR ANT 'Pit
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frrhe ci s cd On-Lin lidgraphiL; I.-'.,c M. D. Co N. A. DeWath,

A0R-003- -01, Aup_ i Communi.cation Research, December 1975 (to be published)

in a revised torm in Journal ef Library Automation, Sep 1976)

ItOn-Linc Reference ReL: uycI _n a Public Libra
Libraries_ Feb 197t3 pp. 91 96

Summit and O. ;'irsch

frects of Foe for Online Reference Retrieval in a Public Library Setting, f t 0.
Firsehein, and R. K. Summit, 67th Annual Special Libraries Association meeting,
June 1976, Denver, Colorado,

11Providing Fee for Service online Searches Through the Public Li

;17t1j Annual Spec tl Libraries Association Meeting, Jun 1976

t'An hives

Ahlgren,
' ilorado.

Public Library System as a Linking Agent to Major Seientir-

Educational, oe jul , and Env ironnwnt. 'ZAMA till w-c, 0.

Nal:ion:a 8c i (MO Foundation, Division of Science Information Somirar, "Alternatives
to ' 1 Information Transfer Mechanisms " Washington D. C. , Sep 28-29,

1971;

"Onlii 1 .1c-rene- lietr val in the Duhltc 1,ii ry: 1,(-ss ns iarned, " 0. i -schem

and R. K. Summit, American Society for lube mation Science Annual C

San 1' rancisco, 4-9, 1076

lard.nry

I

ERI(1 in a Pnblic Library Sellang," IL J01-

I in, FRI('

lc)i hIlt I It l'Al () AI t

111C:11111N A WrA

lel anti (Ialifornm,
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